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website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
1b. The Mongolian BBQ 
conﬁgurator is amazing. Great 
imagery and very interactive
1a. Have seen PUMA trainers 
before but never customised 
ones. Associate them with high 
quality and performance. Not an 
aspirational brand for me
4a. Email not received until three 
days later 25/03/07. Some 
evocative language, but small 
picture of the shoes, and ends 
with “all sales are ﬁnal”
4b. Friend told me they’d been to 
see the Mongolian BBQ in-store 
and showed me the chopsticks 
they’d picked up (I didn’t think 
you could take them!)
6a. 12/05/07 oﬀ to the PUMA 
store in London
6b. Staﬀ at the till took my email 
and receipt and got the trainers 
for me
6c. Box opened at the till to 
show/check the trainers
6d. Standard PUMA bag and box
6e. Looking properly at home. 
Details on the box are quite nice, 
and has stickers inside
6f. Not 100% sure I like the 
trainers
7a. Only worn them once in the 
week since I collected them
7b. They’re quite comfy and ﬁt 
well
7c. Some pleasure in the fact that 
I customised them
5a. 10/05/07 ‘Come and get it’ 
email. To be printed and brought 
to store. Minimal info.
3b. T&C not shown, delivery date 
extended verbally to eight weeks
3c. Digital order number is 
transferred onto the receipt pad 
by hand
3d. Taken to the till to pay  
3e. Given standard till receipt 
and copy of receipt pad and told 
not to lose it
3f. Will have to come back into 
store to collect
2b. Disappointing - small,  very 
untidy and not as visually rich as 
the online conﬁgurator
2g. Can’t decide whether to buy - 
saved the design and left the shop 
2h. Returned and am keeping the 
design. What do I do next?
2i. Advised to try shoes - didn’t 
like quality of the samples
2d. Scan of sample and preview 
update is great - instant feedback, 
although not all materials 
appeared the same on screen. 
2e. Hard to ﬁnd some of the  
components as it was so messy
2f. Hard to understand secondary 
detailing e.g. stitching
2a. Excited - going into London to 
use the in-store conﬁgurator
3a. Staﬀ completes ‘add to 
basket’ details on screen
2c. Staﬀ gave basic overview 
1c. The 3D rendered preview is 
great - can spin the design 
around
1d. Only one choice of trainer - 
not sure if I really like that one
1e. It’s quite involved - there are 
a lot of components to specify
seen PUMA trainers before
conﬁgurator is great
excellent preview





staﬀ completes ‘buy now’
opened to show/check
not sure if I like the trainers
standard bag and box
only worn them once
quite comfy
like the fact I customised them
nice packaging details
email conﬁrmation
spoke to a friend about it
delivery date extended
Excited to see the conﬁgurator
staﬀ gave
overview






















only one product type1d
1b
not sure
saved design2g trying on
what now?
2h





hard to ﬁnd some parts













































external source Mongolian BBQ chopsticks
A friends story about seeing it







































































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
1a. Standard website of its type. 
Information is clear, and product 
range and prices are good
4a. Order conﬁrmation email 
received immediately  - has 
pictures of the coasters and is 
branded with YourDesign 
7a. 27/04/07 can’t believe 
they’ve arrived already
7b. Carefully packaged and 
wrapped with YourDesign 
branding
7c. A bit overpackaged? 
Environmental impact?
7d. Print quality is great, and 
they’re very glossy!
7e. Disappointed with the text
8a. Really love the coaster with 
my holiday photo on it 
8b. Haven’t used it yet, I like 
looking at it but am nervous 
about the glossy ﬁnish - crazy I 
know)
8c. Decided not to give the other 
one away as a present as I was 
disappointed with the text. 
4b. Second email conﬁrming 
payment from pro-tx. Standard 
text email
4c. Third text email again 
conﬁrming the order. No 
YourDesign branding
4d. Some inconsistencies with 
the way they present themselves 
in terms of terminology and 
email style
6a. Just had a generic text based 
dispatch email 
6b. Email is 2 days quicker than 
expected. Says 3-5 days delivery 
estimate
3b. Option to set up an account 
or do express checkout
3c. Setting up account, easy,  as 
expected 
3d. Don’t like having to give my 
phone number
3e. Payment by credit card - 
straight forward
2b. Who shall I buy the coaster for 
- me or as a gift?
2f. Can only edit font and colour, 
not size of text or placement
2d. Seems really easy to do
2e. Not sure what ﬁle size to use
2a. Looking at the coaster page - 
four diﬀerent options
3a. Both designs added to cart - 
preview is good
2c. Four options - not sure what 
the ﬁnish means?
1b. Can’t decide what kind of 
product to buy
good website, product range and price
can’t decide what to buy
conﬁgurator is easy to use
what does the ﬁnish mean?
not sure what ﬁle size? didn’t give as a present
account set up is easy
two checkout options
credit card payment
emailed immediately with preview









third email - text conﬁrmation
don’t like giving my phone no.
4 options to choose from













































































































































































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
1b. Good website - easy to 
navigate, nice mix of products 
and materials
1a. First heard about the 
company through MC research
4a. Auto-generated email 
received immediately. Has 
shipping and tracking info
4b. Says 3-5 international 
shipping - can it be that quick? 
4c. Language makes you feel part 
of a community
4d. Have gone back to the 
website to look again at the 
company info - the stories about 
peoples bags
7a. 04/05/07 it’s arrived!
7b. Packaging is very average - 
ust a grey plastic bag. Not what I 
expected
7c. Inside the plastic bag is a 
packing slip and order print out
7d. Was expecting more from the 
touch points inside, a more  
exciting experience
7e. The bag is beautiful, and feels 
really well made 
7f. Subtle details are nice e.g. 
SFmade label inside
8a. Really practical, perfect size 
for what I need
8b. Have had a few admiring 
comments about the bag
8c. Mailing list emails - I like them
6a. 03/05/07 just had the UPS 
dispatch info with my tracking 
number
6b. Logging into Timbuk2 
website to track the parcel - takes 
me to UPS and I can track it in lots 
of detail - amazing!
6b. 04/05/07 just logged in again, 
it’s already come into Luton so 
think it will be with me today
3b. Paying by credit card, they 
seem like a trustworthy company
3c. International shipping costs 
are very high 
3d. Like the verify order stage - 
has all the info plus a pic of my 
bag   
2b. Clear visuals convey the info 
about the product types 
2e. Can’t save a design
2f. Joined mailing list - like the 
idea of “community of bag lovers”
2g. Diﬀerent colour options for 
each material
2h. Helpful ‘help’ and ‘FAQs’
2i. Worried about bag sizes/ 
practicality
2j. Lots of options for customising 
- adding extra bits
2d. Can’t decide which product I 
prefer
2a. Good mix of products and 
sizes
3a. Checkout - straight forward
2c. Easy to use conﬁgurator, good 
preview  & colour swatches
1c. Handmade in San Francisco - 
good ethos
1d. Like the idea of a ‘bag in a 
box’
1e. Cool ﬂickr feed of what’s 
inside peoples Tmbuk2 bags, and 
stories people have written
heard about Timbuk2 like Timbuk2 website
straight forward check out
like ‘verify order’ page
it’s arrived!
packaging slip and receipt





good range of MC products
can’t decide which to buy
explore engage anticipate
Timbuk2 website
‘Build a bag’ conﬁgurator
Timbuk2 Flickr feed
Timbuk2 website
























made in San Francisco
‘bag in a box’ is cool
the Timbuk2 community
clear product info2g
lots of options to customise
helpful ‘help’ and FAQs
2h
material = colour choice
mailing list








Int. shipping costs high







love the subtle details5e
I know where my bag is
dispatch email







3-5 days for shipping!4b
7e
2f










external source Video about the company
Flickr photos tagged Timbuk2
Email [UPS]























































































































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
1b. Had a look at the K-Swiss 
website
1a. Know of the brand, and like 
and recognise the look of the 
products
4a. Auto-generated email 
received immediately. Standard 
info but no picture of my trainers
4b. Got the ‘share’ email - feels 
very K-Swiss. Has a weblink to 
look at the trainer design on the 
My K-Swiss website 
4c. Logged in 15/01/08 - says 
‘processing’ 
4d. Logged in 19/01/08 - still says 
‘processing’ 
7a. 28/02/08 my trainers have 
arrived!
7b. Really nice box - plain 
outside, interesting inside
7c. Attention to detail with 
packaging - nice tissue paper, 
K-Swiss tag facing up
7d. Slightly weird ‘new’ smell
7e. K-Swiss stickers inside the box
7f. Slightly disappointed with 
embriodery quality
8a. 30/01/08 Custom charges bill 
arrived
8b. They’re really comfy
8c. Have been wearing them and 
had a few compliments
6a. 25/01/08 disptach email from 
Fed-Ex with tracking details
6b. My K-Swiss website still says 
‘processing’3b. Options to sign 
in/register/buy as guest
3c. Create account - 
straightforward process
3d. International shipping costs 
are very high  
3e. Great - can pay with paypal
3f. Has given me my order 
number, and contact details for 
K-Swiss, plus says I can track my 
order
2b. Range of sample designs to 
look at 
2e. Conﬁgurator easy to use and 
preview updates are good
2f. My design is close to a sample 
of one they’ve got
2g. Can’t save a design
2h. Can’t ﬁnd UK size conversion 
-Live chat - not a helpful answer
2i. Added my iD - easy to do
2j. ‘Shared’ the trainer design 
2d. Like the ‘Classic Luxury 
Edition’ - when I select it tells me 
delivery and price info
2a. Four product types to choose 
from 
3a. ‘Add to basket’ - THEN it 
brings up size conversion chart 
and other info
2c. Can’t access help/FAQ on 
here, and no info on P&P for 
international sales 
1c. Had a quick play on the My 
K-Swiss website - nice range of 
trainers, seems easy to use
recognise the K-Swiss ‘look’
quick play with My K-Swiss
conﬁgurator
looked at K-Swiss website
Select type and it gives key info
what size do I need?
sign in/register/guest options






























add to basket - then all the info
Conﬁgurator easy to use
Can’t access key info
my design close to sample one
can’t save design2g
‘share’ email 6a
Int. shipping costs high






stickers in the box 7e
nice box7b
8b















































































external source Fed-Ex dispatch/tracking email 
Marketing emails


































































































































































































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
1a. I came across a FREITAG bag in 
the London Graphics Centre store 
several years ago. Loved it but it 
was so expensive. Remembered 
the bag but not the brand
2a. Found F-Cut through my lit 
review. Played around – it is very 
intuitive. Emailed the web 
address to several friends
2c. Playing with the conﬁgurator 
– it’s intuitive, and playing helps 
me work out which stencil is 
which part on the bag
5a. Email received immediately 
“Very witty, tells me exactly 
what’s going on…says it will email 
me after each stage”
6a. 22/02.08 bag arrives via UPS 
– packaging is amazing!
6b. Really like the tag attached to 
the bag – huge fold out with info 
on the company & product range 
(same info as website but still 
cool)
6c. “The bag itself looked just as I 
imagined, if not better” – really 
pleased with the quality and 
attention to detail
6d. Weirdly I like the fact that it 
smells funny - it gives it charac-
ter! At least I was prepared for it 
from the FAQs
7a. Letter arrived telling me I have 
customer charges to pay
7b. Am now getting regular 
emails from them as I’m on the 
mailing list. I like the layout and 
content - it is unusual, it feels very 
FREITAG
7c. Have had a few positive 
comments from people about my 
bag
7d. Am now using it everyday for 
work. Perfect for my laptop and 
all the other rubbish I seem to 
have to carry
5b. Has a weblink to my bag 
design – have emailed it to two 
friends
5c. Not sure what the random 
characters mean on the email. A 
picture?
5d. 25/01/08 no news – cut date 
has passed. Looking for info on 
website about timescales
5e. Went to look at my tarp to 
see what else has been taken – 
it’s gone – shame I didn’t see 
what else was used
5f. 01/02/08 received an 
email [cut done] – feel 
relieved it’s happening, but 
disappointing it’s taking 
longer than I’d thought
5g. No news again – decided 
to email them as am due to 
move house soon
5h. Quick response signed by 
the owners “i am sorry for 
this delay. we already called 
our cutting factory to tell 
them to hurry up…you should 
get the bag in the next two 
weeks”. Disappointed but 
reassured
5i. 18/02/08 received an email 
[sent]. Again it has intelligible 
characters and the web link to my 
bag
5j. Am excited but don’t know 
when it will arrive (website says 
delivery is 1-10 days)
4b. Asking for name and address, 
payment details - no option to 
change from Swiss Francs to £. 
Have to open xe.com to check 
amount 
4c. Want to input a diﬀerent 
shipping address - not clear if I 
can. Am writing a request in the 
comments box   
4d. Choosing the label - love the 
idea of ‘it’s your fault’ - subtly 
diﬀerent from the standard bag 
4e. Impressed - T&C say items 
can be exchanged or refunded
4f. Click ‘send order’ - another 
screen appears with P&P/tax info 
and option to cancel. Why is this 
so late?
3b. Playing with the conﬁgurator 
– it’s intuitive, and playing helps 
me work out which stencil is 
which part on the bag
3f. Can’t decide on a design so 
leave the site for a while 
3g. Fine tuning the design
3d. Take the F-Cut guided tour
3e. Like being nosy and seeing 
what other people have made
3a. Excited - new tarps are 
available
4a. ‘Add to basket’ - did I make 
the right choice?
3c. Preview is very small and no 
ability to save designs
2b. Love the oﬀ the shelf items as 
well as the custom ones - there is 
lots of choice available and each 





all products are unique
new tarps available
playing with F-Cut - intuitive 
preview small, can’t save 
how much in £? customs letter
P&P ﬁnally appears
I can send it back
‘it’s your fault’
add to basket -hope I 
made a good choice
emailed immediately
weblink to design







cut date passed - no news
tarp taken down
[cut done] email [sent] email
arriving in 1-10 days
email reply
no news - sent email
random characters?
can I use a diﬀerent 
shipping address?
guided tour ﬁne tuning the design
Being nosy, looking at other
peoples bag designs
























































Emails [got it] [cut done] [sent]
Web link to my design
Email response to query
own
FREITAG packaging























































































































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
1b. Amazing quality of artwork 
on the website
1a. First heard about Threadless 
through a book I was reading on 
MC 
4a. Auto-generated email 
received immediately. Full of info 
and heavily branded. Says I’ll get 
another when it’s dispatched
4b. Email signed ‘Your pals at 
Threadless”
4c. Language makes you feel part 
of a community
7a. 02/07/08 it’s arrived!
7b. Packaging is cool - practical 
plastic bag with nice branding 
“You’re awesome…and this 
package is proof!” 
7c. Inside the plastic bag is a 
packing slip, the t-shirt and some 
Threadless stickers
7d. Excellent quality t-shirt and 
print. Nice attention to detail 
around the label area
7e. Fits perfectly
8a. Love the t-shirt, have worn it 
lots
8b. Have had a few comments 
about the t-shirt - people love the 
colour and laugh at the picture
8c. Mailing list emails - I get them 
about once a week - they’re a mix 
of ’community’ info and new 
designs. Very visual.
6a. Dispatch email received the 
same day - amazing!
6b. Email was text based - not as 
engaging as their other 
commuication so far
3b. Paying by credit card, all the 
info and costs are clear up front
3c. Shame I can’t pay by paypal
3d. International shipping costs 
are really cheap for economy and 
priorty. Going for economy
3e. Says “look like we will 
probably be able to get your 
product out today or tomorrow”
3f. Love the language they use 
“you’re about to become the 
owner of some truly radical 
Threadless gear”
2b. Lots of info and pictures of 
each t-shirt design including stock
2e. Can searching by size
2f. Can’t save/bookmark designs - 
can be hard to ﬁnd them again
2g. Set up an account (conﬁrmed 
by email). Can have a proﬁle 
connecting all your social media
2h. Great size guide
2i. Going to wait for new prints to 
become available on Monday
2j. Decided on the squid design I 
saw last week
2d. Design I want isn’t in stock as 
a t-shirt but is in stock as a print
2a. Community focus - can see 
real Threadless fans wearing the 
t-shirts
3a. Checkout - really straight 
forward as I’m logged in
2c. Looking for a design that isn’t 
too large on a t-shirt
1c. A community - not just buying 
a cool t-shirt







it’s arrived! love it, worn it lots
had some comments 
about the t-shirt
great packaging
ﬁts perfectlysize guide is excellent
wait for Mondays new prints
MC book mentioning Threadless
Threadless website [community/info]
Threadless website [shop]
















going for the squid t-shirt
account/proﬁle set up 
want a small design
search by size
Lots of info about the t-shirts
hard to ﬁnd designs again
design I want isn’t in stock
2f
Int. shipping costs really low
shame I can’t use paypal
7a


















feels like a community4c














































































































































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
1b. Seems to be lots of freedom 
to customise
1a. First heard about Spreadshirt 
through my MC research
4a. Auto-generated email 
received immediately with my 
web log on details and the order 
number. Says dispatch in 3-5 days
4b. Auto-generated email 
received from paypal - slightly 
diﬀerent payment in £ to the one 
given on the website
4c. Language makes you feel part 
of a community
7a. 28/06/08 it’s arrived!
7b. Packaging is subtle - wasn’t 
sure what it was at ﬁrst
7c. Nice use of Spreadshirt logo 
on envelope ﬂap (although not 
seen this one before)
7d. Delivery note and washing 
instructions card inside
7e. Spreadshirt receipt is in a 
separate envelope inside
7f. T-shirt is lovely - great colours, 
print and ﬁt
8a. Just been back onto the 
Spreadshirt website to look at 
Spreadshirt stores
8b. Have worn the t-shirt a few 
times. It’s not amazing, but I do 
like it
8c. Mailing list emails - I get them 
every 1-2 weeks. Often have 
oﬀers and show new product 
ranges. Feel very Spreadshirt
6a. Dispatch email received the 
next day - quicker than expected
6b. Email is text based - language 
isn’t 100% clear. Functional with 
lots of information rather than 
engaging.
3b. Language is friendly and 
aproachable
3c. Excellent - I can pay by paypal
3d. Transaction cost calculated in 
Euros - so will I end up paying 
more when paypal does it’s own 
calculation?
2b. Found a few cool designs - I 
like the paper aeroplane
2e. Product conﬁgurator is easy to 
use
2f. No search option to ﬁnd a 
design again
2g. Info and pictures of t-shirt 
materials are really helpful
2h. Postage costs are low at £4
2i. Chosen the crayon design - 
really like this one
2d. Themes are helpful to sort 
through so many designs
2a. Artwork quality isn’t great - 
more like clip art than art
3a. Registered an account to be 
able to buy - conﬁrmed by an 
email link
2c. Feels a bit uninspiring
1c. Like the range of clothing 
styles - especially the yoga top
1d. Not easy to navigate through 
the huge number of designs
heard about Spreadshirt
straight forward check out
language is friendly
it’s arrived!
back on the Spreadshirt website




Spreadshirt in the MC literature

















good range of clothing
some nice designs
excellent - can use paypal
7a
























like the crayon design2i
conﬁgurator easy to use
themes are helpful
info on t-shirts is helpful





paypal email - diﬀerent total £






















































external source Spreadshirt partner shops Email [paypal payment]










































































































































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
1a. Have seen other NikeiD 
trainers - manufacturing quality is 
high
1b. Large MC product range 
1d. What does the voting really 
mean - what’s the point?
1e. Like the MC hoodie, but 
hardly anything to customise on 
it
1f. Love the story telling way of 
describing some of the MC 
product ranges
4a. Order conﬁrmation on screen 
- has a ‘print’ button but it wont.
7a. 11/02/11 - “I was planning to 
log into UPS this afternoon…and 
suddenly here they were!” 
(NikeiD diary). A day early
7b. Plain and sturdy outer 
carboard box. Elegant NikeiD 
shoe box inside
7c. Love the detailing using the 
shoe pattern
7d. Leaﬂet is glossy, but is it 
something I want to keep?
7e. Trainers are great quality, and 
the iD looks professional
8a. Received an email [Your order 
has been delivered]. Almost 
identical to the others. Odd.
8b. Trainers are really comfy, have 
been wearing them a lot
8c. Kind of wish I hadn’t gone for 
the safe bet of black leather
8d. Not had any emails from 
NikeiD since...thought I would 
have had something...
8e. Still not in the gallery?
4b. Like the explanation of 
diﬀerent categories under order 
status
4c. Four immediate emails, three 
from Nike and one from paypal. 
Nike ones are very impersonal, 
although product preview is 
good 
4d. 27/07/11 two more emails - 
the invoice (uninspired) and 
[order has been started].  
4e. Checking the gallery for my 
design - it’s not there yet
4f. 01/08/11 still not there in the 
gallery. No change in order status
6a. 07/08/11 received an email 
[order has been shipped] – 
identical to the last email apart 
from ﬁrst paragraph. Weird 
6b. Order status says conﬁrmed 
(?) and have link to UPS tracking 
details. Expecting them on Friday
6c. UPS says they’re leaving 
China. Don’t feel great about the 
made in China thing 
3b. Says free delivery but I can’t 
get the total to update
3c. Trying the live chat to ﬁnd out 
why - rubbish service, worst I’ve 
ever used
3d. payment easy with paypal
3e. Interesting, it says can be 
returned within 30 days
2b. Why would I want to start 
with one 80% complete?
2f. Product renders and views are 
excellent
2g. What shall I write for the iD?
2h. Wont let me have black 
embroidery or my choice of iD 
2i. Lots of options to share my 
design. Am uploading it to the 
gallery
2d. What does the double menu 
for the laces mean?
2e. Trying to do something subtle 
that I know I’ll be pleased with 
2a. What’s the diﬀerence 
between Dunk Low and Dunk 
Low Premium?
3a. ‘Save to locker’ - looking at it 
again in here 
2c. Easy to interact with 
conﬁgurator and change colours
1c. Browsing the design gallery to 
see if there are any I like
good quality trainers
easy to use conﬁgurator
excellent render previews
why start with 80%
free shipping?
worst ‘live chat’ ever




they’re here a day early
packaging is amazing
not had any more emails







why two lace colours?
lots of options to share
working on a subtle design
what’s the diﬀerence?what does the voting mean?
touch points:
1a




















issues with my iD































NikeiD shoe box and packaging
NikeiD label
Nike iD trainers






























[predicted: 21-28 days] [actual: 16 days]
large MC product range1b
storytelling descriptions1f







impersonal emails but 
preview is good4c
emails are uninspired
design not in the gallery?
4d
4e
still not in the gallery?
arriving from China
4f still not in the gallery?8e
6c
8c wish I’d been more adventurous
8b
good quality, iD looks great7e
delivery email arrived8a
































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
“Checked out a couple of 
websites. Visited the K-Swiss 
website about 2 times, Puma 4, 
NikeiD 6+”
“if I was to go for the NikeiDs I’d 
want ‘Air Force One’s, I’m not 
sure about with the Pumas, but 
I’d get original K-Swiss”
“Right, just got on the NikeiD 
website...I’m going to the ‘view 
all’ sections so I don’t miss out on 
any products”
“didn’t ﬁnd the ‘Air Forces One’s 
that I was looking for...I’m just 
quickly going to check the Puma 
store...although I did like that 
Nike had a large selection…that 
you could customise, 
but...K-Swiss only had 5”
“Puma site has only got two 
trainers…but the website itself it 
absolutely amazing…I selected a 
shoe but I’m not sure if I like it, 
there’s too many things that you 
could change, took bloody ages”
“think I’m going to go back to the 
NikeiDs”
“Showed my sis the trainers I was 
looking at and showed her the 
really impressive Puma website”
“last Sunday I went to the Puma 
store...That was really cool 
because it had all the materials in 
front of  you, but again, the 
whole Mongolian BBQ thing, it is 
way too complicated, like in the  
website, you’ve got so many 
pieces...There was quite a weird 
selection of materials and 
colours” 
“Just to let you know I’ve 
received an email that my order 
has been received, so… 
everything’s there and it looks 
alright…er, I should be getting the 
trainers in 4-6 weeks”
“Showed both Tony and Monita 
my two good friends the trainers 
I designed. ”
“They came very quickly”
“Unpacking was really cool.”
“I really, really like the box...you 
won’t get a box like this when 
you buy a normal trainer”
[the packaging] “not just a 
random piece of paper, it’s got 
Nike bits, I don’t know. And there 
is a postcard”
Favourite moment was “opening 
the box and pulling them out for 
the ﬁrst time”
“I wasn’t too happy with the 
colours, but she [my sister] was 
able to calm me down an 
convince me that it’s actually 
quite nice”
“if I saw this colour in the shop, I, 
wouldn’t buy it, but, I suppose 
unless you actually go and see 
the colours yourself, you won’t 
know what you’re buying. Next 
time I’ll buy it in store I think”
“People notice it...cos I only 
wear them with certain colour 
t-shirts...so they notice it,  that 
even the yellow or the brown it 
matches part of the trainer, 
they’re like [gasp], and like I said, 
someone asked is it a part of, you 
know, did you buy the trainers on 
purpose or did you buy the 
t-shirt on purpose? ”
“I was a bit annoyed at, like, the  
mustard colour, because if that 
was cream that would have been 
perfect”
“I think I’m going  to have to buy 
some orange socks to go with 
them! because the black looks 
too dark, the white looks too, 
aaah, white”
“if you do that [have the Velcro 
not lined up] it spoils the 
whole…colour coding of your 
trainers”
“really surprised - the insides 
looked quite cheap material”
“the HUGE writing on the back of 
the heel...it looked really small 
and neat on the website”...“it’s a 
good thing my trousers cover it”
“Today was the ﬁrst day of 
wearing my new trainers. So 
excited...Its sooo comfortable. I 
need to ﬁnd something to wear 
for tomorrow, so that it matches 
my new trainers.”
“I ﬁnd myself telling more people 
the fact that they came so quick”
[The thing I’ll tell people about is] 
”it’s my design and colour 
coordination!
“I’d recommend it ”
“Received an email from NikeiD 
that my trainers have been sent 
out. Only 10 days to build! Really 
happy CAN’T WAIT”
“Earlier than expected. Now the 
wait for the postman begins :)”
“Paid £6.50 on delivery. 
NORMALLY it would be Next day 
delivery. We’ll see how long it 
takes!”
“Now, I get to decide every single 
part of it, so, select my size...”
“Five characters…erm, I going to 
have to think of something…ok 
I’m going to stop recording”
“I’m not sure what to write, I 
don’t want to write my name...I 
might just write the word ‘right’ 
…but it might look a bit 
weird…they might think I’m a 
bit…retarded”
“says due to high demand NikeiD 
products will have temporary 
delivery times 4-6 weeks, thank 
you for your understanding blah 
blah blah”
“Ok, we apologise there is an 
error adding your item to cart, 
please try again…ok”
“Erm…ok…it’s not working…let’s 
try it again [website beeps] ok 
cool, er, I’m going to try and buy it 
tomorrow”
People customise things because: Everyone wants to be unique and diﬀerent. I like to customise things because, I enjoy making things with my designs. And knowing that my creativity made that
“I’m going to have orange, 
because I can wear any colour 
sock with the orange colour...the 
outer sole I’m going for light 
chocolate again because it won’t 
get dirty as quick as white”
“I actually clicked on ‘start with 
an inspiration’ but I’m not sure I 
want that, I want to start blank 
so, I’m going to go back”
“it’s just come through so I can 
pay for it now, so…it gives me the 
option of editing the design I’ve 
already designed…it says what 
I’ve done, says how much it is, 70 
quid, ok I’m going to proceed to 
checkout”
“ok I’m going to proceed to 
checkout…yep, delivery is £6.50, 
that’s £76.50”
“alright…enter existing card, new 
customer…ok, well I have to enter 
my email address [typing]…ok, 
continue…ooo, ok, I think I’ve 
bought something here before 
so, it’s saying I’m an existing 
customer so lets see if I can 
remember my PIN…ooo, I did”
“There’s all my details, right, 
ok…yep, yep, name, gender, date 
of birth…ok…for some reason it’s 
come up as 119 Euros…ok lets see 
what happens when I click 
next…blah blah blah blah 
blah…oh now it’s coming up as 
£76.50”
“I have to conﬁrm that all the 
information is correct, delivered 
to me…be billed to the same 
address, and there’s my credit 
card details. Yep, I’m happy with 
it, size 8, I accept general terms & 
conditions, blah blah blah...buy 
it!”
“Yay, ok, just buying my 
trainer!...let me just take down 
the reference code…ok, so, 
hopefully my trainers will come 
within four to six weeks…until 
then, the waiting begins”
“light chocolate outside…and 
then the secondary colour beech 
tree, yeah…I think these two 




Male, age 20: I’ve never customised anything before
I love my RC car!




I have OCD. Everything
has to be neat
Student: Product Design and Engineering, London.



































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
“after the initial excitement of 
doing it and getting it all…erm, I’m 
a bit disappointed that they don’t 
send you a picture at all”
“you just get an email saying this is 
what you’ve ordered, this is how 
much it cost, this is the number”
“it would be a lot better if they did 
give you some form of thing to look 
at, to show your friends”
“with no picture it  doesn’t allow 
you to go through the pleasure 
factor…you know, the…well the 
anticipation becomes less vivid… 
when you’ve got something to look 
at you can get more excited”
[looking at reviews online] “once 
you’ve bought it…it makes 
you…feel closer to what you’re 
about to receive…like having the 
photos…there’s that pleasure 
factor…there’s a interest,  a 
direct link between you and the 
company supplying something you 
like and want”
“Told my drummer about the 
NikeID concept... he was quite 
impressed with the price though, 
for basically designing something 
yourself”
[Your best experience] “The 
forgetting about it then 
remembering what’s going to 
arrive in the post for me“
“have been extremely pleased with 
the actual product themselves, I 
wouldn’t change a thing on it, and 
it’s been, they’re very comfortable”
“they’re not very warm”
“I discovered, that erm, the money 
for the purchase was taken was 
taken after the product was 
purchased, and I don’t mean the 
day after, I mean yesterday [5 days 
after the product was received]”
“it did irritate the hell out of me 
though that they took the money so 
late from my account…it was really 
weird, the money went out after I’d 
got the  shoes. I’ve never seen 
that happen before”
“amazing, amazing experience to 
go through”
“I’m quite excited about opening 
the package right now…it’s just a 
plain brown box”
“The delivery guy turned up early 
in the morning, and I opened the 
door not  expecting to see a guy 
there handing me a package…you 
can see I opened it straight away 
and tried them on from the photos 
[laughs]”
“unfortunately there is no one here 
to share in the excitement [then 
decided to wait for partner to 
return home before opening it]”
“ooooooh…there is nice, NikeID 
actual shoe box packaging on the 
inside...that’s very cool…plain 
black box, with just NikeID“
“very subtle isn’t it [the pattern on 
the box]…er, that’s good…so far 
very impressed with the 
packaging”
“it was just surprisingly nicely 
made…it had an almost cinematic 
feel about it…look at this…are you 
ready to open the box to see your  
shoes…that kind of feel when you 
ﬁrst see it“
“That is wicked…they’re really nice, 
and there’s my tag...They’ve come 
out superbly haven’t they…that’s 
really exciting“
“I am very impressed and very 
pleased“
“wow look at that, the laces come 
with the metal things so they 
don’t…cos these are the things that 
always come oﬀ“
“they smell nice too [laughing] 
...and they do, they ﬁt like a glove“
“It’s always painful [waiting for 
things to arrive]”
“they arrived pretty sharpish”“I’m more impressed than I thought 
I would be…er…at ﬁrst I was a bit 
nervous about navigating the site 
itself but I actually found what I was 
looking for very quickly and quite 
intuitively”
“I’m lazy and not actually reading 
what’s on the screen””
“without having seen the PUMA 
site, which is the er, Mongolian 
BBQ, I’m not sure I would have 
known to click on the individual 
shoe parts [on Nike iD]” 
“the styles available from NikeiD 
were far more sophisticated, 
whereas the  PUMA ones 
looked more…school boyish…and 
er…teenager-ish…if you know what 
I mean” 
“Been playing on my mind as to 
what it’s all about, what I can get 
for my money and can I ﬁnd 
something that is ‘Me’” 
“very quick to ﬁgure out what I was 
doing and what colours I wanted”
“it is very diﬃcult for me to ﬁnd 
shoes that…er…ﬁt my colour 
scheme, which is all black with 
even black stitching ”
“I just thought in the end that it 
looked better having white soles 
rather than being entirely in 
black…and it does, I love them”
“My biggest problem right now is 
choosing what the ID should say”
“nervous as always when paying for 
it”
“it initially appears that I basically 
can’t use my SOLO card, but it turns 
out that SOLO and Maestro are the 
same thing”
“I’ve just printed out, 
er…the…reference number, so I 
know it’s deﬁnitely done”
“only thing I haven’t found yet is 
whether or not when I create an 




























































































































































































































































































“we did the...project in the ﬁrst 
year...that’s what sorta like sparked 
my initial interest…in the... 
company...not necessarily in the 
bags, but I just thought it was a 
really cool thing, what they did, 
with the tarps”
“the whole process for me 
was...quite frustrating...I’d been on 
there several days…just to see...if 
they have a pattern that I like”
“that whole process of the looking 
and looking and looking...trying to 
ﬁnd a pattern that you actually 
like…and that you...won’t be 
ashamed to walk around with 
everyday”
[once the bag had been ordered] 
“I’m really jealous...the Goodyear 
one is back, and they’ve got one 
from San Miguel...it’s got like that 
weird, strange pattern, those ﬁne 
lines and everything...that would 
have been perfect”
[once the bag had been ordered] 
“Erm…visiting FREITAG website, 
there’s a…image of this… guy in 
this mask, planting tomato seeds 
…quite weird…I guess is something 
to do with the whole…ecological 
aspect of the company…quite cool, 
quite odd”
[once the bag had been ordered] 
“the website...doesn’t explain any 
of the imagery or anything…it’s up 
to interpretation I guess…”
[once received] “The following is 
the sound I’ve loved and hated for 
the past month…[sounds from the 
FREITAG conﬁgurator]”
[whilst waiting for the bag to arrive] 
“I see they’ve actually got shops in 
London, actually close to where a 
lot of people I know are...and 
London Graphics Centre, erm, 
somewhere in Stockwell…and 
somewhere in the West End I’ll 
have to check ‘em out” 
“I’m more of a shop person…I sorta 
er, I guess I sort of took a risk with 
this…I like to...have stuﬀ in my hand 
before I buy it...I’m buying, a shirt…I 
want to see what it smells like, I 
want to feel it, to feel the material 
before I actually buy it” 
[I knew someone with a bag and so] 
“I came around and I looked and I 
played around with it...So that was 
sort of like what, I knew  EXACTLY 
what I was getting before I actually 
got it” 
“I didn’t get any conﬁrmation 
email…I didn’t get it at all…but the 
bag said it was cut, so I had to wait 
like another day…I sent an...email 
to...can’t remember their names, 
...they responded…they cut one 
and it worked ﬁne…so they asked 
me if I’d, like, double check to see 
if I could probably cut it again…”
“Erm, I’m getting a little anxious 
about my FREITAG bag purchase 
now, it’s erm…I know they said it 
takes about a month…I’m getting 
like really really anxious…”
“they kept me in suspense quite 
long, after, after they sent you the 
...ﬁrst email saying the bag is going 
to be cut…they said they were 
going to send you another in, like, 
sort of two weeks, I mean, I 
expected to be waiting for like a 
month, and then a  m o n t h 
came, and then they were sending 
me the second email saying that 
my bag was ﬁnished cut,”
“FREITAG has now been in contact 
with me they’ve sent me this 
weird email, like with this, all, like 
they’re trying to comfort me, 
because I’m having problems 
purchasing the bag…”
“I mean I guess because I got 
contacted by the company, I  
felt a little, slightly protected”
“I’m just getting really excited, and 
really nervous…and I guess 
something the company could 
probably do is, have a way for you 
to see...how far along the process 
actually is…like the link for your 
bag that you see, like a timeline or 
such…that would tell you…or 
show you…whereabouts you 
product actually is in terms of 
production”
“they sent you a little link, that 
showed you your bag…that’s what 
I just kept going, I went back to 
back to that link, and…just to, just 
to look at it…and then I sent that 
link to a couple of my friends”
[the style of the email] “loved it!... 
felt like I was talking to a real 
person…usually these things are 
like, quite generic…like if you’ve 
got a problem then do that…but it 
was quite quite 
personalised…that bit I really 
really liked”
“missed the delivery twice, and I 
had to leave some er change...so 
that when he came to deliver the 
package he could pay the shipping, 
erm and freight and all that”
“I said what you making me pay 
another thirty pounds for?…I’ve 
already paid for that…I paid them 
…so I ﬁgured that the shipping and 
handling is everything inclusive”
“I feel, though, I just want to rip it 
open...here we go…woohoo ”
“…FREITAG individual recycled 
freeway bags…how do I feel? 
...erm, relieved…very very relieved 
…ﬁrst impressions, of the outer 
case…not essentially great”
“I think there was another box over 
it…that was like quite  thin, and just 
had the...information on it…the 
Fedex or whatever”
[the bag was] ”folded in half…just 
inside the box”
[would you keep the box?] 
”Yeah…if the box was made of the 
same things as that tape...that had 
like the F-Cut something on it, and 
then it was folded quite coolly…but 
I guess like, the erm, company and 
everything, the cardboard and 
everything, what it stands for, I 
guess it ﬁts”
“I thought I can’t unwrap it inside 
here I need to share it”
“they gave me these little things 
about the company…a little green 
handbook…and there’s this little 
thing that folded out...this is the 
sorta stuﬀ I would keep, this is the 
sorta stuﬀ that I would put on my 
wall”
[friend likes the idea but not the 
bag “It’s not ugly, it’s just dirty ”
“the only thing that puts me oﬀ 
from getting another one, is, is the 
price really…I know when I get it I 
wouldn’t be disappointed, but…it’s  
having to pay for it”
“I took my FREITAG bag on its ﬁrst 
outing yesterday…got a lot of 
positive response…I really like the 
bag, and I’ve been talking about it, 
incessantly...…it’s better than I 
expected, it’s quite rugged…I don’t 
think I’ll need to buy a bag, almost 
ever again…exactly what I wanted” 
“they’re a little bit too 
expensive...That...remains…but …it 
doesn’t deter me from what the 
bag stands for, that’s sort of, part of 
the reason why I bought it as 
well…something that I didn’t think 
about till after I had it”
“it’s very recognisable…when you 
see them you know it’s a FREITAG 
bag…”
“it’s minor, about what...I would 
change, just…I get exactly what I 
wanted, but just…but I’m a peculiar 
person that just wanted it to be 
exact”
[after Cut email] “I was waiting for 
what almost felt like another three 
weeks,  after that, and that 
process was…quite frustrating, 
because...I just wanted to have my 
bag before the [academic] year 
ended because, I wanted to show it 
oﬀ”
“I was in Liverpool Street…and it 
was raining...I looked up, and when 
I looked down, there was this guy 
walking past me with one of these 
FREITAG bags, and the very, like the 
very next day I got a call at like 
twelve o’clock, the [delivery] guy 
was outside”
“Anxiety still. Every time I see a 
...Royal Mail van I’m looking out for 
my bag, and still it’s the same I’m 
just anxious anxious anxious”
[I’ve designed a bag] “it was cut 
from Goodyear…it curved down 
and like around [gesturing to a 
pattern that would have been on 
the bag], it was quite cool”
[after problems with previous 
design - see transaction phase] 
“after a while…I came back…looked 
for a pattern…found something that 
kind of resembled a Chinese 
character, cos I’m quite into that, 
that kind of thing…and cut that…my 
favourite  colour is green and 
white”
“Wow…one hundred and sixty 
seven pounds for a bag! I thought it 
was a hundred, more expensive 
than I initially anticipated…I’ll just 
stretch my pocket now...“This bag 
better last me forever!””
[after contact by email from 
FREITAG - see conﬁrmation 
phase]“I went through the process 
a second time...but I really didn’t 
know what went wrong…I just 
placed my order, entered my card 
details and everything…and then I 
didn’t get that conﬁrmation 
email...strange, it just kind of went 
back to the home page, probably a 
problem with my internet 
connection or something, I’m not 
sure…then after that, erm, they 
sent me back another email saying 
sorry, if I sent them my details 
they’d try and sort out that kink or  
whatever it was, but, I mean, 
during that period it was like 
[sigh]…I’m not going to bother 
anymore, just forget it, and I just 
left it alone for a little while and 
said that pattern, now, is gone, 
gone for good”
[predicted: 7-21 days] [actual: 57 days]
“I’d probably go for a diﬀerent 
colour [next time] instead of the 
cream, because er, the bag...makes 
these marks on the light colour...So 
I’d probably go for a darker colour,  
something that wouldn’t show up 
the dirt so easy…my ideal bag…the 
green, yellow, and the grey
“after the bag is bought it gets 
quite impersonal”
“I love the bag…I haven’t stopped, 
it has like, a special place…it sits on 
top of the fridge”
“I’ve been trying to ﬁnd diﬀerent 


















































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
I went to the PUMA Mongolian 
BBQ website] “I found it…erm 
…[sigh] a bit frustrating, there, 
yeah…I was like, oh it’s taking too 
long to load up, and what now, and 
all of the, the colours was nice, I 
mean, that was too confusing”
“I went on this site [NikeiD] and it 
was like yes straightforward this is 
nice, and the ﬂash images I loved, 
and I played around with that a bit 
to see what it looked like, erm with 
the diﬀerent colours and stuﬀ”
“I have Nike [non-MC], but I always 
go in stores, always tend to go in 
stores, not online” 
[Nike] “that’s all I know really… 
yeah…that’s the ﬁrst place I go if I 
want a pair of trainers, a pair of 
Nike trainers” 
“I received the email from the 
company and I was like YES, great, 
they have, erm, conﬁrmed 
everything so I was like that’s 
good”
“I received another email...I think 
they told me they…they received 
the order…or something...it was 
like...GREAT, YES, IT’S STARTED”
[Did you go back to the website 
after you’d ordered them?] 
“Actually I did not”
“when it arrived…I wish someone 
was there with me as well, it would 
have made things more EXCITING”
“I felt very impatient, erm, I 
wanted to rip open the package 
but I controlled myself”
“I’d put everything in its original 
packaging so he could, open it up 
again”
“I wasn’t expecting them to 
embroider”
“Tried it on although it is my son’s 
trainers. Thinking I can borrow it 
from him. he he”
“I think it’s too nice to have 
that…like zoom [the Zoom label], 
looking a bit bobbly, I don’t like 
that bit”
“it was on this side...in the 
package, and it was like WOW 
COOL and he took it he just, and 
then he saw the GR which stands 
for [says name] and he was just, 
you should have seen the grin on 
his face”
“it’s…a bit, well, better than I 
expected, erm it’s like spot on, 
really spot on. I had some sort of 
doubts whether it would turn out 
the same but it’s spot on as I 
designed it...the only thing is that 
the red, thought the red was going 
to be a bit darker, but it’s just a 
lighter colour red, so I’m assuming 
that’s how it appeared...online”
“it came in the, the brown box at 
ﬁrst…then, the, the Nike box, 
which was diﬀerent from, other 
boxes...this one you had, you 
pull…others you open with a ﬂap, 
this, this, this one, its nice, it’s just 
diﬀerent...quite funky”
[do you keep shoeboxes?]“Yeah…I 
am… although it all depends on 
how nice the shoes box is” [So are 
you going to keep this one?] “This 
one, yes deﬁnitely”
“I would DEFINITELY get myself a 
pair...I would…go back to the site 
again”
“I told a friend and he…he wants to 
erm buy for his son”
“it’s showing oﬀ with his friends 
that his name is on his trainers...I  
think that’s a big thing”
[were these what you expected?] 
“It was, except the red, because for 
some reason just the red, looked 
darker, a deeper, deeper red…but 
exactly, exactly how it looked, is 
exactly how I got it...that was really 
quite something”
“it came quite quickly…for some 
reason I thought it was going to 
take much longer”
“Actually, it did arrive yesterday, 
but I was not at home so, they 
attempted today…”
“I mean it did email me…but for 
some reason I just didn’t… 
believe?...I suppose… what 
confused me as well they said it’s 
shipped…I...literally took the word 
shipped as in boat…right…so I 
thought  oh yeah, ok, they said 
that, it’s going to be [stresses 
word] AGES if it’s going on a boat”
“I fell in love with the company, you 
know for being so, you know, on 
target, even way before their 
target”
[designing it with someone] “it was 
more fun…you know, I can talk to 
someone…you know, what about 
this”
“it’s normal footwear isn’t it? ...I’m 
choosing footwear…but that’s for 
men... Ok…kids, kids…then I’m 
going to kids”
“I’m clicking to start blank”
“everything was all nice and 
exciting…I felt over the moon 
because I can see the, the diﬀerent 
changes and the diﬀerent angles, 
and it was like [excitedly] wooo this 
is great”
“I don’t like this trainer 
[laughing]…but then again the, the 
mouth is ﬁne because the mouth is 
wide...my son’s foot is wide, so it 
needs to be. I think to be 
sensible…it needs to be…wide at 
the mouth, so I’ll go along with it”
“shall we go back? I’m going 
to...yeah, maybe I should…er…no 
no no, it’s ﬁne…er…[laughing] I 
think I’m going back, just a minute, 
I’m going back, I’m going back”
“it’s when…I’m looking at it from a 
thumbnail, and when it’s up...when 
I click on, on the thumbnail...I don’t 
quite like, how it looks”
“I think a lot of boys are wearing 
this one...He’s going to use it for 
just normal, er, walking, just just 
casual wear, going out, so I suppose 
it’s just footwear isn’t it”
“how does the yellow 
look?...mmm…a bit too 
funky…aaah that’s nice...the 
swoosh…you see that should be in 
red, that’s nice, I like that”
“I’m from Trinidad originally, so it’s 
red, white and black...that’s why, 
erm, I choose the colours”
“I don’t want that to pop up 
there…there’s a box that pops up 
that shows me…the trainers in two 
pictures, but I want it like a, a, like a 
really big version of it…look, ok I’ve 
gotten it just using the arrow  and 
it’s turning the trainer around”
“tongue iD...that’s 10 out of 11 
apparently...aaah I did not put the 
colour”
“Perfect, 11 out of 11, that’s my 
design done there...A hundred and 
twenty seven quid!...Oh hang on 
which one did we do, what did we 
just do”
“thing I wanted to put originally 
was his name, his ﬁrst name, and 
that didn’t take it, I  don’t know for 
what reason”
“9 out of 10, I’m seeing a progress 
bar that shows me...how far I’ve 
reached in the design stage, so I’m 
nine out of eleven, so that indicates 
that I probably need to, er, 
erm…there’s something else that 
needs changing...so I’m…kind of 
looking around…to see”
“is it postage?...It says 63.60 there 
and then 70.10 there...ok yeah, 
yep, yep…iD, [says surname], GR, 
oh this is  brilliant…I think I want 
one for myself actually…”
“I’m going to new customer, not 
registered checkout, yeah…[sigh] I 
have to put in details, ok”
“My address, are they posting it to 
me really?...I would rather go in the 
store and collect this...I just feel like 
I’ll miss it, you don’t want to miss 
your order…”
“right…allows 21 standard, oh 
allows 21-28 business days, so 
what, that’s a month then”
“I’m pressing continue, oh what’s 
happening here? Oh right right 
right payment, ok, so I’m going to 
the payment”
“it says your order has been placed, 
successfully placed, and you 
receive your conﬁrmation…email of 
your order  details”
“er submit order…I’m waiting…ok 
it’s saved details...the screen pops 
up that says save details, should I? 
Yeah I suppose...yeah, I’ll just put a 
password…erm…putting in my 
password again [typing sounds] 
…erm...my name of my ﬁrst 
school…er…[typing  sounds]…and 
…gender, female, do I have to put in 
date of birth?”
X “Shall I shut my eyes”






































































































































































































































































































website co-design transaction conﬁrmation manufacture dispatch receipt it’s mine
engage anticipate own
“I really enjoyed...looking at the 
diﬀerent companies…and seeing 
what they had to oﬀer...because 
I…worked in web design…I was 
quite keen just to get online…and 
see…how these things were 
working”
“I’d seen the Nike and the PUMA 
things before”
“to be honest I quite often go onto 
the websites, because I liked 
looking at the icons and clicking on 
things, even though you don’t 
know where you’re going to go”
“initially when I saw PUMA, I sort 
of took a beeline for them, because 
I sort of thought that I recognise 
them, I know them, and it was only 
through exploring the websites, 
and I hadn’t heard of any of the 
others…but my kind of brand 
awareness…erm…just became 
non-existent really”
[FREITAG] “it…really took forever 
…I was never too sure…exactly 
what was going on and what it was 
going to look like...I 
didn’t…complete the process...I 
just got frustrated”
“FREITAG...they had a big…right, 
this is how you use it…...I’d much 
rather be playing with cool stuﬀ, 
and that was one of the things on 
the PUMA one...it was quite a 
complicated process...but...I was 
more than happy to just sit there 
and do it”
“I’ve been on here before 
[Timbuk2], erm…I was, I was 
looking at what I might be able to 
get as a present…and I’ve, I’ve got a 
couple of diﬀerent options”
“it gives me the size and 
dimensions and stuﬀ…so…that…I 
can see the bag…the er…colour 
palette…it’s quite cool, you get an 
instant representation of what the 
bag will look like”
“there’s quite a bright pink…and 
that’s one of my girlfriends 
favourite colours”
“there’s only a few choices on the 
side panels…don’t really know why 
you’re only limited to a few 
choices…it would be quite cool if 
you could have the same options 
that you have on the front panel”
“if I would have gone down the 
more customised route…where 
you could say have three diﬀerent 
stripes of  colour…and kind of a bit 
more, er, you know uniqueness, I 
would have been more worried 
about whether or not she would 
have, was going to really like it”
[the liner] “I’m just going with grey, 
nothing too fancy inside as no one 
is really going to see it…”
“there’s an option for a central 
divider for an extra $10…but…I 
can’t tell what it would look like”
“you’ve got a detailed summary...I 
can edit these options…I think I 
just…just go onto the checkout”
“they didn’t have...this grey 
colour...for this logo…which again, 
because I’m design orientated, kind 
of frustrated me, because I wanted 
to have that kind of symmetry…so I 
kind of had to get a best ﬁt”
“the idea that I would be able to 
see the results in about 3 days, kind 
of, really appealed”
“I’ve been up to the Carnaby 
Street, the PUMA…place…and it 
was quite a few, well, 
maybe…three years ago, when 
they’d just started doing it” 
“just going into my email to see if I 
have actually...received a 
conﬁrmation email…er…it doesn’t 
kind of, it doesn’t give you any 
estimated delivery date… 
which…would be quite good”
“thanks for your order…ok cool, 
thanks for picking us, your new bag 
is going to rock. Here is your order 
summary…erm…so, it gives me 
some, some stuﬀ about…er… 
cancellation is not really possible, 
but…it should be all good 
anyway…it gives me the order 
number…it gives me a summary of 
whose paid…it tells me what I’m 
getting, which is the er…a bag with 
the pink main bits, the grey side 
bits, the grey liner, the silver logo 
and the central bit…it tells me how 
much it’s cost me…when my order 
ships, this is the stuﬀ that I really 
want to know…your order is being 
sent to the warehouse right now, 
orders are fulﬁlled and out of the 
building in up to 3 business 
days…mmm 3 business days is not 
actually what they said on the 
website, it said 1-2 business 
days…apparently it depends on 
home many orders are in line in 
front of mine…erm…so it says it 
should ship within 1-2 business 
days…ah then, at the bottom 
here…It says International orders 
are shipped via UPS International, 
it averages between 3-5 business 
days for delivery”
“she really likes it, and she liked 
talking to people about it…and it 
was almost as if I would have 
bought something for myself…I 
would have done that initially, but 
because I kind of handed it 
over…and then, that experience for 
me, it kind of ended then”
[was it value for money?] “I’d go 
with a no…but I am really happy 
with their product, and I think if my  
girlfriend wouldn’t have liked it, it 
would have been a diﬀerent story 
because she likes it, it makes me 
feel good about it”
“if I was going to go back and do it 
again I’d look more carefully at the 
import charges, and I’d, I’d work out 
exactly whether, whether I thought 
it would be value for money. I 
imagine on some of the bigger 
bags...although you pay more...it 
probably works out more value for 
money…the bigger you go, the 
more value you get I think”[the bag was as you imagined?] 
“…the only thing I was unsure 
about…was the…middle section...it 
wasn’t clear on the website...what 
you were paying for”
[it arrived later than expected?] “ I 
think it’s because I probably didn’t 
read all of the small print. I thought 
...delivery was 2-3 business days 
from when you processed the 
order...in the email that they sent 
you...they said somewhere down 
at the bottom, you’ll get it within 
7-10 days...I only found that out 
once it hadn’t turned up”
“they charged you, kind of this 
import tax…and these other 
delivery charges…well, to me, it 
wasn’t made explicitly clear...but  
it didn’t sour the experience”
“it was at my parents house, 
but…it’s been a good few weeks 
before I’ve managed to get my 
hands on it…I’ve been too busy”
“it looks a bit smaller than I was 
hoping”
“it looks really good quality…yeah 
it looks lovely…it feels really well 
made…and the colour is spot on to 
what I was expecting from the 
website”
“all these little…pouches for…your 
mobile phone, or your ipod, and 
little bits for money and cards…she 
loves this kind of thing…so she can 
lose loads of stuﬀ in these kind of 
pockets”
“I was expecting a bit more from 
the pouch, with the way they sold 
it on the website, but still, it looks 
really good”
“I kind of hid it, so she was on her 
mobile  phone, and I was on 
skype, and I kind of had to direct 
her through the house to get it…it  
turned out really well, because it 
kind of adds an element of surprise 
to it”
“I think she really liked the fact 
that…no one else could have a, or 
that she couldn’t walk into a shop 
and pick it oﬀ the shelf…erm…and 
the fact that she was actually 
wearing pink and grey [laughs]”
“I was expecting it to be in a box or 
some kind of branded packaging, 
to kind of reinforce the 
experience...whereas it was just 
like anything you’d get from 
amazon, or…erm, you know, just a 
general package basically”
“I had an email from them that I 
missed, because it went into my 
junk mail folder…from erm, UPS on 
behalf of Timbuk, to say that my, 
erm, package…has been 
dispatched from Timbuk”
“the website was very good, it gave 
you all the angles from inside and 
out…erm…you could kind of spin 
round a little bit”
“I presume it comes from America 
anyway…I’ll probably have to pay a 
bit more for shipping”
“I’ll take myself oﬀ the mailing list 
as I don’t want to get loads of crap 
emails…”
“a gift message…oh so that could 
be quite cool, so I can put a little 
message on there and hopefully 
they’ll print it on a tag or 
something...I’m not too sure how 
the gift message is going to come 
out”
“I’ve only got one…shipping… 
method…which is International 
express…erm…and it…says it’s 
shipped…from their warehouse in 
1-2 business days…and then takes 2 
days to turn up…I think that’s what 
it’s saying anyway, so…it’s a bit hard 
to completely…understand…it”
“it shows me a little picture of the 
bag and everything, so, ﬁngers 
crossed that when I fork out for this 
it should arrive looking like that”
“it doesn’t take Maestro card 
details…so I’m going to have to go 
back…there’s no easy way to get 
back”
“up until I realised it wasn’t going 
to be delivered on time…I was kind 
of everyday thinking, brilliant, 
when am I going to see it…and 
then, when you ﬁnally realise that 
you’re not going to...you kind 
of…step back from that, and almost 
detach yourself, and almost think, 
right I can’t be bothered to get 
excited until…I know it’s going to 
turn up”
“so ﬁngers crossed…I’ll click Place 
My Order…ok…and it says 
here…thank you…your order 
number is this”
“because you have to tick this box 
that says you’re not allowed any 
refund of any kind…I was just 
thinking well, what  am I letting 
myself in for here [laughs]”
“because I don’t normally do much 
[shopping] online, I stick to the big 




[predicted: 7-21 days] [actual: 57 days]
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Touchpoints CarOffice Walk-In Line Order Pay Sit WorkDrink Pack Up Walk Out Car
1.a  Discussing 
with team the 
local places to 
grab a coffee.
1.b  Decid-




1.c  Hoping 
to find a close 
parking spot. 






2.a  Notice 
that there are 
a couple of 
people in line.
2.b  Notice the 
narrow, con-
fined layout. 







ing is pleasant, 
not overly 
bright and not 
too dim.
2.e The music 
seems ethnic, 
extended 
vocals, soft in 
style, volume 
too load and 
but my taste. 
1.e  Consider-
ing alternative 
places just in 
case.. 
3.a  The wait-
ing line occu-
pies the main 
traffic way.
3.b  The 
menus across 
the counter 
are hard to 
read while in 
line.
baseline














4.a  The Barista 
acknowledges 
me with a 
smile.
4.b  I can see 
the menu bet-
ter now, but I 
feel rushed to 
order a drink.
4.c  I feel 
forced to 
make a quick 
beverage se-
lection. I play it 
safe by having 
what I always 
get.
4.d  The baris-
ta confirms 
my selection 
and asks my 
name to write 
on the cup.




on the cup 
and hands it 
off to another 
barista who 
will make it 
when he is 
finished with 
other orders.




5.a  The barista 
tells me the 
total and I pay 
with my credit 
card. He asks 
me if I want 
my receipt, I 
decline.
5.b  My inter-
action ends 
with him say-
ing thank you. 
He doesn’t use 
my name. 
5.c  Now I 
move to the 
left of  where 
i paid. Once 
again I feel 
crowded and 
out of place. 
People are 
walking by me. 














sion. Is this my 
drink? Why 
did he not call 
out my name 
or name and 
drink? I pick 
up the drink 
and see that it 
has Eric writ-
ten on it. 
6.a  Grab my 
drink and look 
for a place to 
sit.
6.b  I need, 
most im-
portantly, an 
outlet and a 
workspace.
6.c I notice 
that there are 
only a few 
locations in 
the seating ar-
eas that have 











Most are just 














in the other 
arm chair.
6.g The chair 
is comfortable 
and I continue 
to sit in it.
7.a  The cub is 
hot, steaming, 
but withstand-
ing in my 
hand.
7.b  Smells 
roasty and 
sweet.
7.c First sip is 
too hot, but 
flavorful. I’m 
happy with 






8.a  I place my 
drink on the 
table next me 
and place my 
bag on the 
floor.
8.b I remove 
my computer 
and accesso-
ries and now 
am shifting my 
coffee to find 
room for all of 
my things on 
this little cof-
fee table.
8.c The table 
is too low to 
work from 
there, so I 
place my 
laptop in my 
lap. My drink 
remains on 
the table, my 




I have no 
room to use 
my wire-
less mouse. I 
now use the 
surface of the 
arm chair as 
my mouse 
pad. Not very 
effective.




but the music 
is way too loud 
and beginning 
to become a 
distraction.
8.f I enjoy the 
free wireless 
and the unlim-
ited use. The 
signal strength 
is adequate.
8.g The music 
is really both-
ering me. I put 
my head-
phones on and 
play my mp3 
songs.
8.h The bat-
tery use on my 
computer is a 
concern now. 




8.i The air 
conditioning 
seems inten-
tion. It’s cold 
outside and 
cold inside. I 
slip my jacket 
on.
8.j I continually 
finding myself 
people watch-




so I’m not too 
bothered. I 
never like feel-
ing alone. any 
9.a The barista 
walks by me 
and makes an 
announce-
ment to the 
tore that it 
will be closing 
shorty -10 pm.
9.b I would like 
to continue 
to work. I feel 
10pm closing 
time is much 
too early, 
especially in a 
college town.
9.c I stand 
up and walk 
around until I 
find a hidden 
trash can to 
throw my cup 
into.
10.a I pack my 
things up and 




tell me to have 
a good night. 
11.a I head to 
my car and 
wish that I 
could have 
stayed longer 
to work. I 
know that 
once I get 
home, I will be 





fee was very 
good, but I 
was disap-





lack of power 
outlets.
Date: 3/22/10
Eric - Repeat Customer









Unwilling to try something new, risk
Feeling rushed













Not large work spaces





Not large work spaces










Annoyed about closing time
Good drink










5 x £50 thank you vouchers        £250 
 
4 x digital cameras and photo printers      £200 
4 x 512 MB SD memory cards        £20 
 
4 x voice recorders          £160 
Batteries            £5 
 
8 x sticker books            £23 





              ‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐‐ 



















Thank you for agreeing to take part in this research activity. 
 
The design probe kit loaned to you is being utilised as a research method for gathering information 
about the experience of customers designing and purchasing mass customised products. The design 
probe kit consists of a variety of components including camera, voice recorder and written 
documentation to assist in collecting a range of information. 
 
The completed design probes will form a central component of my PhD project ‘The development of 
conceptual models for designing for co-design in mass customisation’, exploring both the use of this 
research approach within the field, and information relating to customer co-design experiences. It is 
anticipated that in addition to the PhD, the contents of the design probes will form an important 
component of published academic papers and conference presentations. 
 
The information returned to me within your kit will remain anonymous; your name (and names of others 
included in the research) will not be made public under any circumstances. The results of the research, 






I agree that the contents of my completed design probe, issued on ……………………………. (date), 













The £50 ‘thank you payment’ will be made available upon completion and return 
of the design probe. The payment will be offered as a voucher of your choice, for 
example a £50 Tesco gift card. 
 
This research is governed by Middlesex University’s Policy on Good Conduct in 
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          /     \         __ 
          |     |    \   /  \ 
          |_____D     \  \__/ 
          |     |\     \/    
          |  _  |/     /\ __ 
          |\___/|     /  /  \ 
          \_____/    /   \__/ 
  
  





           ____ 
          /     \              ________ 
          |     |    __\      /   /////\ 
          |_____D   |   \    /---/---/  \ 
          |     |\  |__ /   /___/___/ \ /    
          |  _  |/     /    \   \   \  / 
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 documents to check what I have to do, Started surfing websites to see what    
    tickles my fancy. Had to leave it half done 
02.06.08  Got home too late! Try to buy tomorrow 
03.06.08  Ok, tryed to buy the trainer which I liked after seeing it on Sunday. The Nikeid    
    website didn’t allow me to go as far as buying it. I’ll try again tomorrow 
04.06.08  I bought the trainers today for £76.50. Design iD 12559708 Order ref: E03925726 
05.06.08  Just waiting now for the next few weeks 
06.06.08  Just got an email from NikeiD.com to confirm that my order has been started to be built! 
07.06.08  Waiting – 
08.06.08  ‐‐ 
09.06.08  ‐‐ 
10.06.08  ‐‐ 
11.06.08  ‐‐ 
12.06.08  ‐‐ 
13.06.08  ‐‐ 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14.06.08  ‐‐ 
15.06.08  ‐‐ 
16.06.08  ‐‐ 
17.06.08  Got an email from NikeiD website. My trainers are ready and have been shipped out.  
    Earlier than expected. Now the wait for the postman begins :) 
18.06.08  Still excited and full of anticipation on the delivery date! Paid £6.50 on delivery.  
    NORMALLY it would be Next day delivery. We’ll see how long it takes! 
19.06.08  Still waiting 
20.06.08  They arrived! I Finally got them. I opened the box in the evening after work! Unpacking  
    was really cool. When I opened the box it wasn’t what I Expected. The colours looked  
    Wrong! I will look more in detail tomorrow. Going to watch the match. 
21.06.08  On closer inspection, the trainers look and feel like any other. And it still has a high build 
    quality. But the main colour that I ordered, came as a different one. I went back onto the 
    NikeiD website to check the colours, but they had taken my trainers off the site! I was  
    lucky enough to print screen the shoe I had designed. 
22.06.08  Not worn 
23.06.08  Today was the first day of wearing my new trainers. So excited. Tom & Sid were the first  
    people to recognise it! They loved it. Its sooo comfortable. I need to find something to  
    wear for tomorrow, so that it matches my new trainers. 
24.06.08  Tom noticed that I matched my clothes on purpose with my new trainers. 
25.06.08  Didn’t wear 
26.06.08  Didn’t wear 
27.06.08  Didn’t wear 
28.06.08  Didn’t wear 
29.06.08  Didn’t wear 
30.06.08  Didn’t wear 
01.07.08  Didn’t wear 
02.07.08  Hand in design probe to Kate! 
 
 
 
Task Cards 
Describe it – what makes me different: 
The people I know, the things I do, the way I behave, the way I respond, the way I talk, the way I think! 
[date: 15.06.08] 
 
Describe it – your most frustrating experience… 
Was probably waiting for my A‐level results… 
Your best experience… 
Spear‐fishing in the Mediterranean sea for two days…and only catching one small fish 
[date 23.06.08] 
 
Describe it – people customise things because… 
Everyone wants to be unique and different. I like to customise things because, I enjoy making things with 
my designs. And knowing that my creativity made that. 
[date: 05.06.08] 
 
Describe it – a brand that stands out from the crowd… 
Converse. 
I love this company. Their so different and unique, They have heritage. Extremely cool. Cheap! 
[date: 12.06.08] 
 
List it – choose five words to describe the company you’re buying you’re buying your customised product 
from 
1. Big 
2. Comfortable 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3. Cool 
4. Worldwide 
5. Funky 
 [date: 04.06.08] 
 
Draw it – something I have customised or would like to customise… 
My future house. Converted warehouse or barn. Open floor plan [drawing of house layout] 
[date: 12.06.08] 
 
Draw it – a map of my life 
[diagram of life] 
[date: 15.06.08] 
 
 
Postcard Stickers 
Capture it – something that inspires me: 
[photograph of participant holing his probe with a thumbs up gesture] Bad designers! Making their mistakes 
better. Learning from their mistakes. 
Date/product purchased: 
NikeID on 04 June 2008 
[postmark:] 18.06.08 
 
Capture it – Something I like: 
[sticker stuck onto a Puma postcard with a 3D image] P.S. I thought you might like this postcard from the 
Puma store in germany 
List it – her are five random facts about me 
1. I have 12 pairs of footwear 
3. I love anything remote controlled 
4. I write into a journal every day 
5. I love putting my feet up 
 [postmark: 18.06.08] 
 
Capture it – My favourite product: 
[photograph of an iPhone] My iPhone 
List it – here are my five favourite websites: 
1. ebay 
2. YouTube! 
3. Hotmail.com 
4. Engadget.com 
5. Facebook.com 
 [postmark: 23.06.08] 
 
Capture it – something frustrating: 
[photograph of an rubik’s cube] Rubix cube 
Describe it – my pet hate: 
∗ Fuel prices 
∗ Drugs 
∗ Smoking 
∗ Smokers 
∗ Macs…sometimes 
∗ British weather 
∗ Parcel force and Fed Ex 
[postmark: 23.06.08] 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My customised product has arrived! 
 
Five words to sum up your feelings before you saw it 
Worried, excited, happy, hopeful 
Five words to sum up your feelings after you saw it 
Disapointed, shocked, angry, satisfied, happy :) 
Who was the first person you showed it to and what did they say 
My sister. “Ah that’s cool” My sister really like it. I wasn’t too happy with the colours but she was able to 
calm me down and convince me that it’s actually quite nice 
Favourite moment was: 
Opening the box and pulling them out for the first time 
Funniest moment was: 
none 
Most interesting moment was: 
none 
Worst moment was: 
When I realised that the colours were wrong! 
Moment that exceeded expectations: 
Comfort. Really surprising – the insides looked quite cheap material 
Bit that made me smile was: 
My selected colour contrast 
Most frustrating moment: 
The HUGE writing on the back of the heel “RIGHT” it looked really small and neat on the website 
Anything that was not as you expected: 
The colour of the secondary colour 
The one thing I would change about the product: 
The secondary colour! 
The one thing I would change about the experience: 
Defo go into a nike store to see what the materials and colours look like in real life 
The thing I’ll tell people about: 
That it’s my design and colour co‐ordination! & that I got it online 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Transcripts of post‐probe interview 
 
Transcript completed by Kate Herd. Recording taken from an Olympus VN‐2100PC voice recorder. 
Interview date: 07.07.08, 10:58am 
Interview location: Kate Herd’s office, Middlesex University, Trent Park campus 
P02 arrived at the interview wearing the trainers and carrying the box and its outer packing 
 
(…indicates a pause in the conversation) 
 
 
K  OK, show me what you’ve got 
P02  Right, these are what I got, and this is my box.  
K  Yes, I notice you said that in your probe. What is it that you like about the box? 
P02  It’s…you won’t get a box like this when you buy a normal trainer, I don’t know, the fact 
  that it’s a different design as well, it’s like that [shows how the box slides to open] 
K  It’s nice 
P02  It’s quite nifty, I like it 
K  Nice pattern as well [commenting on the paper packing inside the box] 
P02  Yeah, not just a random piece of paper, it’s got Nike bits, I don’t know. And there is a 
  postcard 
K  The two trainers I’ve bought so far, I haven’t bought Nike trainers, come with stickers 
P02  Stickers! 
K  I was wondering if all the custom trainers were doing it but obviously not 
P02  Oh. I want stickers now…So there’s the box, it’s really cool 
K  They came quickly 
P02  They came very quickly, it’s like, erm, I think I’ve got it written down somewhere 
K  About four days from receipt of the email? 
P02  Yeah, something like that. It’s quite good. 
K  Ok, some easy questions. Have you bought anything you’ve customised before? 
P02  Erm, I don’t think so, no  
K  Did you know about the NikeiD site before? 
P02  I knew you could buy stuff but I didn’t know you could actually customise stuff, like the 
  way, like a car, literally 
K  Would you do it again? 
P02  Erm, not too sure about that because of the whole colour thing, you really don’t know. If I 
  could see it in‐store, the whole colours and things then maybe I might…saying that, last 
  Sunday I went to the Puma store 
K  With the Mongolian BBQ? 
P02  And we took pictures but we weren’t allowed to [both laughing], and I heard you’d had 
  the same problem as well. That was really cool because it had all the materials in front of 
  you, but again, the whole Mongolian BBQ thing, it is way too complicated, like in the 
  website, you’ve got so many pieces 
K  It takes so long to go through the process   
P02  Oh yeah, definitely, and the actual in‐store as well, the fact that they’ve got all the 
  materials lobbed in front of you, you don’t exactly know what’s what 
K  Was it really messy? When I went there, there was stuff everywhere, so you couldn’t… 
P02  Yeah, really. Some stuff was, like, on reels, like a keyring, like the back tabs or something, 
  but, other than that it was really pretty messy. There was quite a weird selection of 
  materials and colours 
K  I think there was a bit too many colours to choose from 
P02  Yeah 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K  It’s why the Nike was maybe better? 
P02  Mmm, I liked the Nike 
K  They’re nice trainers [looking at his custom trainers] 
P02  They are really nice 
K  Do they do that model non‐customised? Have you seen that model before? 
P02  Erm, no I haven’t actually, I’ve not seen them 
K  Was just curious. I like your ‘right’ writing on the back 
P02  I like it as well. I was going to have left and right but that would have been a bit too…it’s 
  really big though, on the actual internet it is about, it looks about that long and that size 
  [points to some text on the wall] and I was like, that looks quite neat 
K  Subtle   
P02  Subtle, right, but big right ‘right’, it’s a good thing my trousers cover it [laughing from K] 
  but I like it, I like it  
K  It’s cool, it’s a cool idea. OK, is it a brand you’d normally buy? 
P02  Yeah, yeah yeah 
K  What were your least favourite parts of the whole thing, of the buying experience? 
P02  Erm…probably the waiting really because normally when you buy trainers you go into the 
  store and they’re there waiting for you, but I suppose it’s the whole customised…i.e. you 
  have to wait…but its not really that bad about it, I’m, I’d recommend it to someone 
K  That’s good 
P02  Yeah, it’s quite good, I did like it.  
K  One of the things I’m interested in is the waiting period, of how the company manage the 
  experience for you 
P02  Erm…It might have been a bit more annoying if it took longer but it was really quick, so I 
  didn’t really see anything, any downsides to it. It’s like ordering anything else off the 
  internet, it just takes a bit of time. Altogether it took about 10 days from the day I paid to 
  the day it came.  
K  That’s really good 
P02  10 days is really not that bad. 
K  Puma is 8 weeks 
P02  Really! 
K  Which is slightly more difficult. There was no contact from Puma  
P02  Really 
K  during the eight week period, no emails or anything, until it arrives 
P02  Ok. 
K  So that’s why I’m curious as to how it’s working with different companies 
P02  That’s one of the very reasons why I kinda stayed away from Puma. First of all they have 
  only two trainer selections, and Nike had like, loads, and with the two trainers, they 
  weren’t like, bad, but, you have to customise every single bit and you just, it was too 
  much, it was kind of overwhelming as well. No, I like these it’s nice.  
K  Erm, ok. The design probe, how long do you reckon it took you, how long were you having 
  to spend on it when you were filling it in? I’m trying to get an idea of whether it’s about 
  right 
P02  What, each day? 
K  Yeah, either each day or key bits 
P02  Well 
K  Is anything too long or too time intensive? 
P02  The record book was fine. It’s a nice space so you only just write a certain amount, I like 
  that 
K  Because it’s the trial one I’m trying to work out making it as easy as I can 
P02  It’s good, I like it. That’s quite good so you can put your own feelings in there [the stars in 
  the record book]. Erm, I think the record book is fine. That was all fine, this one I think, I 
 457 
  think there is just too much space here [referring to the draw a map of what you think will 
  happen space] 
K  Yeah 
P02  I didn’t, I don’t know whether to fill it all up so I just drew this big arrow to fill it all up 
K  That’s fine. What I think I’ll do for the next one is to change the record book so that the 
  record book is in three different stages 
P02  Ok 
K  So you’ve got these things built into certain pages 
P02  That might help, cos, cos, when you first open it it’s like, what do I do? 
K  It’s a bit too many bits of paper 
P02  Maybe if they were, like, numbered or colour coded so you know which ones to do at 
  what time, that might help 
K  Yes, I think that’s the thing to do 
P02  I mean, the things were quite obvious…before you start, and when you track it, so, they’re 
  good. Erm…this one, this is actually quite good, I found myself repeating myself in this and 
  the diary, but…I like this [what happened map] it’s really, it’s really cool…but I don’t know, 
  I did like this, it wasn’t too bad…maybe it’s the paper [referring to the map design, folds 
  etc].  
K  It’s supposed to be fun. The maps are potentially the bits that are the most useful for me. 
  So I need to find a way to not repeat things in the record book, maybe structure the 
  record book slightly differently. 
P02  I loved these, they were great [the who did I tell map and stickers] 
K  Yeah I like the dots 
P02  The dots are good 
K  And it’s kind of fun 
P02  It is kind of fun 
K  And you understood what to do because I’d 
P02  Yeah, yeah, it was because of that. I was like, what do I do with the green dots? Then I 
  read down here what to do and then erm 
K  It’s supposed to be quite open to interpretation so people  
P02  Yeah 
K  May, like this one in particular [what happened map] , I didn’t know what I was going to 
  get back, whether I was going to get drawings or writing or what 
P02  Ok…I like this, this was great 
K  And it’s quite useful because I’m thinking about the experience of how a company could 
  potentially make the experience better, if I find that people are telling people about it 
  part way through then that’s an opportunity for the company to be sending them things 
  at the mid point, so that you’ve got something to forward to your friends, or you’ve got 
  something to 
P02  Yeah, definitely…I find myself telling more people the fact that they came so quick…now, 
  after I’ve got them obviously, but I’ve given the probe back 
K  Do you find you’re talking about it more, just generally, since you’ve got them, rather 
  than when…? 
P02  People notice it, they, like, cos I only wear them with certain colour t‐shirts, I have, like,    
  three or four kind of brown shirts, so I only wear them with those t‐shirts, so they notice it, 
  that even the yellow or the brown it matches part of the trainer, they’re like [gasp], and 
  like I said, someone asked is it a part of, you know, did you buy the trainers on purpose or 
  did you buy the t‐shirt on purpose? [laughs] it’s just the way it is, you kind of match it. I 
  like these colours because I’m actually thinking of painting my room these colours, brown, 
  cream and orange are, like, my favourite. That’s why I was a bit annoyed at, like, the 
  mustard colour, because if that was cream that would have been perfect. 
 458 
K  Did you imagine a proper cream, like this kind of colour? [K points to a cream colour on 
  the wall] 
P02  Erm 
K  Or was it like..am trying to find something similar 
P02  It was…maybe…[points to something] 
K  Oh, so really light 
P02  Maybe…it was a really nice…cream 
K  I’ll have a look online 
P02  Yeah, it’s called ‘beech tree’ 
K  Ok   
P02  The actual colour that I was looking for, but…and if you look really close at this [brown 
  leather on the trainer] it’s not that brown, it’s a kind of aubergine‐y type colour, but, it’s 
  brown, you know, it works for me…love the orange 
K  Yeah it’s really cool 
P02  But, what I didn’t realise is…the socks…I only have black or white socks, I think I’m going 
  to have to buy some orange socks to go with them! [K laughs] because the black looks too 
  dark, the white looks too, aaah, white, I don’t know what to do about that. So, I might 
  have to think about that. One thing I was kind of shocked about, why is this white [the 
  inner faces of the velcro on the trainers] if you don’t get it perfectly on it looks a bit 
  [mumbled word]  
K  That’s a bit weird 
P02  if you do that [have the Velcro not lined up] it spoils the whole…colour coding of your 
  trainers 
K  Can I take a photo of your trainer? That white bit, I hadn’t seen that [takes photo] 
P02  Do you want to do it like that as well? [moves the Velcro strap]. I mean if I’d bought white 
  trainers then yeah, it’d make sense 
K  That’s really weird, I didn’t realise they were doing that 
P02  Yeah, but other than that…the orange inside is really nice, I actually really like it   
K  It’s nice that it’s leather as well 
P02  And the Nike iD as well…erm 
K  Is it as good quality as other Nike trainers you’ve got do you think? 
P02  Erm, yeah I would say so 
K  So it’s just like a normal Nike 
P02  Exactly, it’s fine…it’s really good. And I’ve actually never owned velcro trainers since I was 
  about two or three [K laughs] so this is, like a first thing for me. Loved these…they were 
  wicked [the illustrated task cards]  
K  Yeah? 
P02  Except for the last one [yellow line on the road image], I didn’t know what to do about the 
  whole ‘best’ thing… 
K  Yeah there was a bit of a duplication across that one and that one [yellow line on the road 
  and ball faces] 
P02  Yeah, that’s why, but other than that one, these were brilliant, I really liked this. This was 
  good, erm, I think my favourite one was the drawing one, er 
K  The map of your life 
P02  Yeah, cos that made me think, it was like…what am I expecting? And then it kind of made 
  me realise, ok cool, this. Oh no, that’s my house one…I will, I will have a house like this 
  one day. But this was quite cool, and it was like, what am I expecting? This is pretty much 
  it, basically…education, maybe PhD, get married and have a career at the same time 
K  What are you doing  in that gap there between education and the PhD? 
P02  That’s still a part of it, I just couldn’t do the whole curvy arrow [P02 laughs] 
K  Did you find you were doing them…did you sit down one day and do them all? 
P02  No, I did, er, I think I did like one or two on a day 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(tagged) 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probe activities 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∗ Transcription of post‐probe interview (tagged) 
∗ Scanned copies of completed probe activities 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P01   
Probe activity data 
Transcript of voice recorder data within the probe kit 
 
Transcript completed by Kate Herd.  
9 separate recordings taken from an Olympus VN‐2100PC voice recorder.     
 
(…indicates a pause in the conversation) 
Gender key for conversations: 
 
W   female 
X  male 
Y  male 
Z  male 
 
27.01.09  14:51  Length: 1:29 
“Erm, I’ve basically just sat down to have a look at my NikeID site to see whether or not I would like 
to actually get something like this done. After actually getting onto the site, it’s actually quite 
exciting, erm, I’m more impressed than I thought I would be…er…at first I was a bit nervous about 
navigating the site itself but I actually found what I was looking for very quickly and quite intuitively. 
Then I must admit though, without having seen the PUMA site, which is the er, Mongolian BBQ, I’m 
not sure I would have known to click on the individual shoe parts…erm…because of course I’m lazy 
and not actually reading what’s on the screen. But, erm, I would say that once I’d got the hang of it it 
was very quick to figure out what I was doing and what colours I wanted and how to, er, choose the 
individual components. My biggest problem right now is choosing what the ID should say itself…but I 
have chosen the shoes and I have…coloured them to my specifications…erm…so now yeah, I’m just 
going to choose the ID” 
 
27.01.09  15:12  Length: 1:13 
“The second supplement…I have just ordered the er, shoe that I wanted, got my ID sorted, erm, 
nervous as always when paying for it because it initially appears that I basically can’t use my SOLO 
card, but it turns out that SOLO and Maestro are the same thing. I didn’t know that till this very 
moment, so I just took a chance in doing it…so, erm…that’s a bit of a thing for me…erm…knowing 
that…er, but generally quite excited about it. I’ve just printed out, er…the…reference number, so I 
know it’s definitely done, it’s paid for…so all that’s left to do now is pretty much…get excited and 
wait…er…I’ve taken some pictures of them on screen, and er…it’s very cool indeed…erm…only thing I 
haven’t found yet is whether or not when I create an account it saves the shoe that I’ve designed. I’m 
gonna have a look in the next few minutes and, er, find out if that is the case” 
 
27.01.09  18:03  Length: 1:24 
“Erm, I told my friend [X] about buying the NikeID shoes…she joined in my enthusiasm, erm, about 
er, this is really cool to get this done and I was explaining how it is very difficult for me to find shoes 
that…er…fit my colour scheme, which is all black with even black stitching in it…erm…so, it’s very 
cool. I must admit though my, after the initial excitement of doing it and getting it all…erm, I’m a bit 
disappointed that they don’t send you a picture at all, erm, of the shoe that you’ve just made in 
order to keep in your hotmail or anything…so that I must admit is a little bit disappointing, you just 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get an email saying this is what you’ve ordered, this is how much it cost, this is the 
number…so…that’s pretty much it…I can’t say that I’m, er, overly pleased by that, I think it would be 
a lot better if they did give you some form of thing to look at, to show your friends perhaps, when 
you are talking about it…erm, so yes…there you go” 
 
30.01.09  14:51  Length: 0:39 
“Told my drummer about the NikeID concept and explained to him what it was that I was getting. I’m 
not actually sure that he understood from my explanations exactly what it is…erm…but he seemed 
pretty chuffed for me that I was getting something from doing a design probe…but, er, I’m not sure if 
he was inspired himself to run off and get it or have a look at it. Er, he was quite impressed with the 
price though, for basically designing something yourself” 
 
01.02.09  13:50  Length: 1:03 
“Erm…I’d informed each in turn of my band members about my excitement of designing and creating 
the NikeID product. I must admit, erm, only one of them, [Y], knew of the NikeiD idea…er, Steve had 
thought he’d heard of it, but didn’t know anything else much about it. They seemed quite intrigued 
and after a bit of explanation and that they understood what it was all about, seemed quite excited 
for me, and also again…quite impressed by the price considering that you have it designed and you 
get it, er…made for you…erm, I think it was pretty well received. Steve also agreed with me, hell 
man, that’s a bit of a long wait [laughing], but what can you do…erm, so…there you go” 
 
06.02.09  13:05  Length: 0:35 
“Right I’ve just got the package from, UPS have delivered it…erm, it all seems to be intact…er, I’m just 
basically looking for a knife, I’m quite excited about opening the package right now…it’s just a plain 
brown box, I’ve just, er, taken some pictures of the outside and I’m about to cut into 
it…unfortunately there is no one here to share in the excitement but that’s ok [mobile phone rings]” 
 
06.02.09  14:12  Length: 5:25 
P01  “Right, take two of the opening of the box, I’ve just taken a picture of the outside, I’m now 
going to cut the tape. I have an observer with me now”  
W  “Hi” 
P01  “So here I go I’m cutting the tape…let’s see what’s inside…[rustling sounds]…if I can open the 
box [laughing]…[rustling sounds]…ooooooh…there is nice NikeID actual shoe box packaging 
on the inside, which I was hoping would be the case…excellent…I’m going to take a picture of 
that too, that’s very cool…plain black box, with just NikeID on it…cool…and, er…now, I’m 
going to open the box itself and take a glimpse…that’s cool, lets get a shot of that…hold that 
for me please [rustling sound]…lets see if I can capture that…they’re really nice Nike 
boxes…switch the flash off and try…very subtle isn’t it…er, that’s good…so far very impressed 
with the packaging, it’s got a lot of atmosphere to it, but I would think that, a black box 
[laughing]…just got to work out how to open it, ooooo ok, look at that…right, here we 
go…I’m getting ready to take the first glimpse at my brand new NikeID shoes…[rustling] 
P01 & W “Wow” [rustling] 
W  “Wow, that’s cool”… 
P01  “That is wicked”…they’re really nice, and there’s my tag, I don’t know if you can see this 
[camera sounds]… yeah…[laughing] very nice. They are basically leather ankle boots…and 
that’s very exciting…[rustling] 
W  “They’re really nice” 
P01  “They’ve come out superbly haven’t they…that’s really exciting…so I’m now going to…try one 
on [rustling]…that’s very cool, from packaging, everything er…I’ve seen the erm [coughs] 
PUMA Mongolian BBQ one and this, to me, is far cooler to get, when you get it…I haven’t had 
a pair of ankle boots for quite a while…they smell nice too [laughing]…let’s see if I can get it 
on 
W  “Lets hope it fits” 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P01  Ok [rustling]…and they do, they fit like a glove…that is awesome…well, I’m rather happy 
now” 
W  “Let me take a picture of you” 
P01  “Yep…well that’s, that…I am very impressed and very pleased…Completely, wow look at that, 
the laces come with the metal things so they don’t…cos these are the things that always 
come off. Do you remember what they’re called, these things? 
W  “No…they’ve got Nike on them to, the Nike swoosh” 
P01  “Wow I’ll take a picture of that…lets have a look, is there a macro setting?...not as far as I can 
tell…and that is a metal eye hole…there we go…excellent, so now I’m going to fill out the rest 
of my forms. Thank you very much [W] for joining in my excitement” 
 
08.02.09  16:55  Length: 2:52 
P01  “Right, [X] and [Y] present…erm, I’ve just done a design probe for Kates PhD, er, which 
means she gave me this box of stuff, that was all stuff I needed to fill out, erm, and what I got 
in return was a pair of NikeIDs…[other conversations in the room]…so basically these are 
them. I went onto the site, designed the whole shoe, and it’s got my own personal tag on the 
front as well. Basically you can choose whatever colours, there’s about 40 or 50 different 
types of shoes…you can choose them and then …erm…basically you just, you can choose 
which colours these are gonna be, what material it’s gonna be made of…and then basically 
they go and make it, with your own tag, you can put whatever it is…well there is actually 
certain things you can’t put on, like one guy tried to put ‘sweatshop’, made in a sweatshop, 
and they wouldn’t let him do that [laughing]. But, erm, so that’s them” 
X  “[laughing] 
P01  “Nike wasn’t so impressed with that” 
Z  “Talk about cutting into the f*cking customer” 
P01  “Yeah…so that was what I got…I’m so f*cking pleased with them as well, cos I was able to 
make everything on it black that I wanted black 
X  “That’s cool…what’s the name of this thing again? 
P01  “NikeID, that’s the site you go to to have a look at it, but” 
Z  “Are they just, what are they though?” 
P01  “These are just, these are skateboard boots” 
X  “Skateboard?” 
P01  “Yeah but you can choose anything from shoes like yours, your trainers, and everything like 
it” 
Z  “Cos I want to design a pair of drumming shoes” 
P01  “Well this is definitely the place to go…PUMAs got one aswell, Kate had them done, but 
they’re not as nice” 
Z  “Maybe with some…some weights” 
P01  “Oh ok, I don’t know if they can do that…” 
Z  [talking about drumming] 
Y  “They’re really nice, I like those, what does it say on the top?” 
P01  “It was a moment of inspiration man, D Mon… 
Y  “D Mon” 
P01  “Demon [laughing] I was so pleased with that [laughing]. But…you can have a look man…so 
that basically, it’s seventy three pounds, these ones were…erm…but I got £50” 
 
12.02.09  13:36  Length: 2:02 
“Erm…basically…er…I’ve received my boots from NikeID, have been extremely pleased with the 
actual product themselves, I wouldn’t change a thing on it, and it’s been, they’re very comfortable, 
amazing, amazing experience to go through, however I have only one major criticism towards the 
whole thing…it’s that, basically…yesterday, which would have been the 11th, I discovered, that erm, 
the money for the purchase was taken was taken after the product was purchased, and I don’t mean 
the day after, I mean yesterday…So, er, basically I had assumed already that the product had been 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purchased on the day that I placed the order, however I discovered that this was not the case and it 
was quite a shock to me when I suddenly saw that erm, seventy nine odd pounds had been taken out 
of my account…erm, especially since I had already assumed, as one does, that when one pays for 
something, that the finances had, the transaction had already been made…so that is so far my only 
displeasure with the whole experience…erm, other than my own impatience to have to wait for the 
product to arrive, and the time it takes to construct it which is, er…to be honest which was extremely 
quick, faster than I even dreamed it would have been…erm…they arrived and I was happy, but this 
was definitely quite a…an event that I was not entirely impressed with, because it actually made me 
go into negative figures in my account, simply as I did not have the full £79 at the time this purchase, 
this transaction was claimed, as I had it at the time I made the purchase, believing it would have 
gone out then. So that’s all I have to say about that” 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Transcript of written comments 
 
 
DESCRIBE IT: 
Why design it today? 
27/01/09 Been playing on my mind as to what it’s all about, what I can get for my money and can I find 
something that is “Me” 
 
Describe your day so far in 20 words or less… 
Excitement, at the prospect. Uncertain at what to expect 
 
The thing you’re most looking forward to is… 
Walking for the first time in my New Custom shoes. Plus showing my iD (DMON) to my friends 
 
You’re buying it for… 
Everyday wear   
 
What I think the experience will be like… (between now and when it arrives) 
I am not a particularly patient person when I buy things, I like the instant gratification so I find the wait to be a 
bit frustrating 
 
I think it will arrive on… 
A Monday!      
 
03.02.09  The disappointment factor is due to having to wait 
04.02.09  It’s Here! 
08.03.09  They’re not very wam! 
 
Task Cards 
Describe it – what makes me different: 
My unique perspective 
[date: 24.04.09] 
 
Describe it – your most frustrating experience… 
Having to wait so long before I get it 
Your best experience… 
The forgetting about it then remembering what’s going to arrive in the post for me 
[date: blank] 
 
Describe it – people customise things because… 
They seek the gratification of uniqueness and the status that accompanies owning that unique thing 
[date: blank] 
 
Describe it – a brand that stands out from the crowd… 
Korg! 
[date: blank] 
 
List it – choose five words to describe the company you’re buying you’re buying your customised product 
from 
1. Original 
2. Urban 
3. Individual 
4. Cool 
5. Funky 
[date: 25.04.09] 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Describe it – the best present I ever received was… 
My Line 6 Veriax guitar 
Because… 
It’s beautiful in look, sound and feel 
[date: blank] 
 
Draw it – something I have customised or would like to customise… 
[drawing of sword] 
[date: blank] 
 
Draw it – a map of my life 
Add scan here 
 
 
Postcard Stickers 
Capture it – something that inspires me:   
[photograph of a humpback whale] 
Date/product purchased:  
blank 
[postmark: not posted] 
 
Capture it – Something I like: 
[photograph of a guitar] 
List it – her are five random facts about me 
1. I love ice cream 
2. I play guitar 
3. I’m soon to be married 
4. I love cats 
5.  like the beach! 
 [postmark: not posted] 
 
Capture it – My favourite product: 
[photograph of a CD] My CD 
List it – here are my five favourite websites: 
1. My Space 
2. www.icanhascheeseburgers.com 
3. www.bbc.co.uk 
4. www.ninjai.com 
5. www.[P01 band website].co.uk 
 [postmark: not posted] 
 
Capture it – something frustrating: 
[photograph of an advert on TV]   
Describe it – my pet hate: 
Adverts! 
 
 
WOOHOO ‘it’s arrived’ 
Favourite moment: 
The surprise of opening the door and seeing what it was 
Funniest moment: 
I was in my dressing gown 
Most interesting moment: 
Realising just how easy the process was 
Worst moment: 
Realising that there was no stored image on the NikeiD site that I could go back and look at 
Moment that exceeded expectations: 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The product themselves are superb. Quality as well as look. 
Bit that made me smile: 
Opening the box and seeing how cool they are!! 
Most frustrating moment: 
The waiting 
Anything that was not as you expected: 
The packaging is superb 
The one thing I would change about the product: 
Nope not a thing! 
The one thing I would change about the experience: 
I would have liked a bit more communication from Nike  
The thing I’ll tell people about: 
Wow! Get a pair! 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Transcript of post‐probe interview 
 
Transcript completed by Kate Herd. Recording taken from an Olympus VN‐2100PC voice recorder. 
Interview date: 07.07.08, 10:58am 
Interview location: Kate Herds office, Middlesex University, Trent Park campus 
P02 arrived at the interview wearing the trainers and carrying the box and its outer packing 
 
(…indicates a pause in the conversation) 
 
K  Hi, thank you for coming in for the interview. The purpose of this conversation is for me  to 
  find out a little more about your mass customisation experience, and for us to talk 
  about the activities in the design probe that you have completed so that I can gain further 
  insights not only into the experience of buying a custom product, but also into the 
  experience of using a design probe to record what happened and how you felt. 
P01  Ok 
K  Can we start by you telling me a little bit about yourself. What do you do, where are you 
  from? 
P01  Yes…Well, I live in London. I’m a professional musician…what gives me a unique  perspective 
is that I have more time to myself to, erm, be able to kind of analyse my own   thoughts more than 
most people, simply because I have fewer distractions 
K  A professional musician that’s interesting. What do you play? 
P01  Jack of all trades, master of none [laughs]…I have a band, I play guitar, keyboard and 
  sing…I am also a lyricist 
K  So what do you do when you’re not playing or writing music? 
P01  Er [laughs] not much [laughs]…I spend as much time as I can with my wife…and I look 
  after my dog and cats…and spend time with friends – most of whom are also musicians 
  [laughs] 
K  Let me look through the design probe…Ok, I see from the photographs that you took that 
  you say that you don’t like adverts 
P01  [laughs] do you really want me to answer that [laughs] its very very simple…I don’t like   the 
  fact that most people accept the things that they present on adverts these days as 
  being acceptable because it is an advert. Most of it is lies and brainwashing tactics in 
  order to make you buy their products, by using per pressure and status as tools to make 
  people feel inadequate…or that they have a whole in their life and need to use them to 
  attract the right mate 
K  So you are someone who has strong opinions and views in general? 
P01  Yes, definitely. It’s very clear to me that some things are just right and others wrong 
K  And you are very interested in animals? 
P01  Yeah, as trophies and fur [laughs]…not really, I’ve had a passion for wildlife since I was a 
  small boy, especially big cats 
K  What is it about big cats in particular? 
P01  Mmm…the power…the majesty…and they are truly beautiful creatures. Lions are my 
  favourites of all the big cats 
K  Does your love of nature and wildlife affect other aspects of your life, for example 
  when buying things? 
P01  Yes certainly…I would definitely never wear fur, and try to steer clear of things made from 
  baby animals, like calf‐skin wallets…I don’t mind buying leather items because they are 
  made from cow hide…because they are a by product of the meat industry…those 
  products are already in existence from the meat industry…it’s almost recycling…but 
  generally I’d pretty much steer clear of items that are almost grown for purpose such as 
  mink and fox fur and stuff like that… 
K  So your ethics are important to you? 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P01  Certainly. You’ve got to have an opinion, and I hope that that opinion leans towards trying 
  to do right by the world and other people 
K  Was buying from Nike an issue for you at all? 
P01  A little bit…only because they’re such a massive commercial company, I wouldn’t have 
  considered it before, especially something as commercial an idea as NikeiD…but they 
  surprised me – I just hope it wasn’t made in a sweatshop [laughs]… 
K  Had you heard about NikeiD before the design probe? 
P01  Yeah…but not a lot, more just the name 
K   Did you know about other of the other brands like Pumas Mongolian BBQ? Did you have 
  a look at their websites?  
P01  Yeah, I did, certainly PUMAs…the BBQ thing 
K  What did you think of them? 
P01  NikeiD was far better 
K  Why do you think that? 
P01  For one thing the styles available from NikeiD were far more sophisticated, whereas the 
  PUMA ones looked more…school boyish…and er…teenager‐ish…if you know what I mean. I 
think there was also a bit too much going on with the PUMA website, I played  
K  Had you ever bought or thought about buying a mass customised product before? 
P01  Yes…not bought, but thought about buying one, which was buying a custom made 
  kenjitsu bokken 
K  What is a bokken? 
P01  It is a wooden martial arts training sword 
K  And what would the advantage of a custom bokken be? 
P01  Well…a few things really…the choice of material and the option to engrave kanji, the 
  Japanese characters…but also being able to choose the sword sizes. This is important for 
  the balance and weight of the sword when you’re training 
K  Is martial arts an interest of yours 
P01  Yes, one of my passions in life 
K  So…to go back to thinking about purchases that you make… would you consider yourself 
  to be loyal to the brands you buy from? 
P01  Nope…well…by that do you mean NikeiD specifically…or all the brands I buy from…like 
  music equipment companies for example? 
K  All the brands 
P01  Yeah I am…definitely…to the companies that clearly take pride in their work, and clearly 
  spend their time developing quality items that are not part of cyclical 
  consumption…things that will last for years, that don’t break down in 6 months…brands  like 
ESP 
K  What do ESP sell? 
P01  Guitars…ESP…Korg…and Apple… 
K  So are you someone who chooses the brands they buy carefully or is the brand name 
  itself not something that is important to you? 
P01  No, more the quality of the product that they create. I appreciate them more by 
  association of good quality rather than the brand name itself 
K  Do you ever buy clothes or other products online? 
P01  Yes…loads [laughs] clothes to equipment to…DVDs…I don’t have a problem with buying 
  anything online really, especially if you know what you want. It saves me having to go to  the 
  shops…I like how easy it is [laughs] 
K  So let’s talk about when you bought your trainers…tell to me about the design 
  process…how did you get on with designing the product online? You seemed to have 
  quite a clear idea in mind of what you were after – you talked about wanting an all black 
  colour scheme for example, is that is hard to find? 
P01  It was extremely enjoyable to be honest. It was nice to see for one thing a good looking 
  product, and then seeing that I could customise the bits I want to customise, and then 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 standing back to look at the 3D model, rotate that…and being able to think that’s exactly 
  what I’m after…and haven’t been able to find. It was a great process. And the black 
  thing…yeah…I’m not a big fan of big logos on clothing, and it can be hard to find nice stuff 
  in black that is understated and not covered in branding 
K  What made you divert from the all black plan and go for the white soles? 
P01  Erm…artistic license really [laughs]…I just thought in the end that it looked better having 
  white soles rather than being entirely in black…and it does, I love them 
K  Tell me about your iD 
P01  [laughs] D‐Mon, a play on words…everybody calls me [P01 name] and I am involved in the 
  alternative underground music scene…so ‘demon’ is associated with the kind of field of 
  music and imagery that is involved in my work…and it’s [describes the play on words 
  relating to his first name] 
K  [laughs]… You mentioned that you had some problems with the payment on the website? 
P01  Just an issue with card type…it did irritate the hell out of me though that they took the 
  money so late from my account…it was really weird, the money went out after I’d got the 
  shoes. I’ve never seen that happen before 
K  You said you were disappointed with not having been sent a picture of your shoes – I 
  notice that you took some photographs of the screen whilst you were customising it – did 
  you look back at these while you were waiting for it to arrive...and did you show them to 
  anyone else? 
P01  Definitely…and yes…I showed it to my band members 
K  Why was a picture important to you? 
P01  Well…at the end of the day it’s a physical object you’re looking forward to receiving for   both 
  a functional status and purpose, and once you’ve ordered it, with no picture it doesn’t 
  allow you to go through the pleasure factor…you know, the…well the anticipation 
  becomes less vivid…when you’ve got something to look at you can get more excited…I 
  guess 
K   Are you a social shopper in general? For example, would you normally shop with people  and 
show people the things that you’ve bought? 
P01  No…unless it’s music gear…but other than that not really no 
K  So have you shown the custom trainers to more people than you would normally show   new 
  shoes to? 
P01  Not really…no…maybe a few 
K  Tell me about when they arrived? On your voice recorder you sounded quite excited 
P01  I was disappointed I was own my own…the pleasure of sharing it and saying wow that   cool 
  is amazing…but non the less I was excited…also because opening it realising that I’ve 
  made all the right choices and I was so pleased 
K  You said that you liked the atmosphere of the box…what did you mean by that? 
P01  Erm…it was just surprisingly nicely made, interesting design on it…it had an almost 
  cinematic feel about it…look at this…are you ready to open the box to see your   shoes…that 
  kind of feel when you first see it 
K  Have you kept the box? 
P01  Er…yes I have   
K  Would you normally keep shoe boxes? 
P01  No…in fact I hadn’t really thought about that 
K  You were very enthusiastic about the laces… 
P01  [laughs] yes I was… I was indeed…erm…I thought that putting metal caps on the laces 
  instead of metal ones…kind of showed a bit of forethought and care about the lasting 
  principles of their product…which is rare…normally they would not care, put the plastic 
  ones on , they die in a couple of months…and then you have to buy more to replace 
  them...probably Nike ones…so that was refreshing, that attention to detail. The spare 
  ones were also beautifully wrapped – I don’t think I’ve ever seen laces done like that 
  before 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K  You said that the funniest moment about the experience was you being in your dressing 
  gown 
P01  Uh‐huh…the delivery guy turned up early in the morning, and I opened the door not 
  expecting to see a guy there handing me a package…you can see I opened it straight away 
  and tried them on from the photos [laughs] 
K  Have you been back onto the NikeiD website since? 
P01  I have not…but there is a good chance if I buy more shoes that I would buy exactly the 
  same again 
K  How was it waiting for them to arrive? 
P01  It’s always painful, but to be fair they arrived pretty sharpish, so I can’t complain too 
  much at all 
K  Would you describe yourself as a patient person? 
P01  No [laughs]…some things I have a lot of patience with, other things I do not 
K  Was there reasonable communication from Nike 
P01  Yeah…it was ok…they spoke to me at all the important times 
K  So…talk me through the touch point map, what do these pictures remind you about how 
  you felt? 
P01  When I bought them I was pretty chuffed…the little character, I thought it even looked   like 
  me...being creative and being pleased with the thing that’s been created. I remember 
  now, I went back and read other peoples thoughts about it. The two stickers both 
  represent a feeling of contentment and satisfaction, that’s what I chose those for 
K  Had you read any reviews before? 
P01  No   
K  What made you go back and look? 
P01  Er…just that thing of once you’ve bought it…it makes you…feel closer to what you’re 
  about to receive…like having the photos…there’s that pleasure factor…there’s a interest, 
  a direct link between you and the company supplying something you like and want. I went 
  back again the next day. I took the panda one to be sitting in front of a tv…this was me 
  sitting at my computer. I remember this (the ad)…I think I choice the plasma ball because 
  it made me ex‐static [laughs]…it reminded me that this was coming. The promotional 
  literature – closer to the date, that feeling of ooohhhh come on now, I’m tired of waiting. 
  I can’t remember where I saw this. The product…well, right…erm…I thought it was very 
  exciting so I chose the samuri and the surfer, two of my favourite things…and I think the 
  cheerful handstanding polar bear in rainbow colour trousers is quite self‐explanatory 
  [laughs]. I was very pleased 
K  How did you find using the probe in general? 
P01  I thought the bits were pretty well thought out really…erm…and kind of in places abstract 
   enough that you didn’t feel you were conforming to a traditional questionnaire type 
  thing. Made me actually want to do it…I always like things that make me think in a 
  different way, or that make me focus on ideas or thoughts about my perceptions.  
K  Did you do the task cards all on the same day? 
P01  I was going to…but I ended up doing them over about 3 days 
K  How did you find the commitment of the daily activity in the ‘DESCRIBE IT’ book? 
P01  Er...[laughs] easy to forget is the honest answer…the activities like the map and the 
  stickers refer back to a childlike mentality, so its exciting to put stickers on a page…you 
  don’t forget that like you do completing a journal…which is why I didn’t use it as much as I 
  should have. I really liked the camera and photo printer, I hadn’t used one of those before 
K  That’s ok, this is all part of the process of exploring what activities are effective for a 
  range of people in these situations. Thank you very much for your help in participating in 
  this research study. I’m really glad that you are pleased with the product that you have 
  bought 
P01  I am…very much so…so thank you! 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K  Yeah, I saw some of the dates were different 
P02  I think that I did them two on the same day, done on the twelfth, twelfth, the 
  fourth…Erm…I don’t know, cos they’re actually in a, in this whole packet thing, you just 
  assume that they’re going to be done together. I didn’t take a look at it after I actually 
  bought the trainers, it’s like ooo hang on wait, what’s this? I’m putting them back 
  together as well, I like keeping things neat as well. 
K  I was quite surprised when it all came back perfectly done with all of the wrappers around 
  it  
P02  I just realised I’ve left the pen at home 
K  That’s ok, you can keep it 
P02  I like this, all these little things, it makes the kit look so professional. I really liked it, and 
  this 
K  The instructions [on the voice recorder] 
P02  Did she actually get this made or did she make it herself, it was really cool 
K  So was it easy to use all the electronic stuff? 
P02  Yeah, yeah, the camera, everything was all really basic and straight forward, just plug it all 
  in and off you go. The only thing, like I said before, from this was that it’s missing the 
  actual websites that you can go to, that was all pretty much self explanatory. And finally 
  the pictures [holds capture it folder] 
K  So was it fun getting to use the camera? 
P02  Oh yeah, I’ve never used one of those printers before, they’re really quite good 
K  Yeah, I was impressed when I was sorting it out 
P02  I didn’t know what these were [stickers for the back of the photos] until, what was 
  it…because there is two sets, one in the  log book, then one in, one floating. They’re the 
  same thing but not the same thing. 
K  Yeah, I need to sort out the labels for the pictures a bit 
P02  Maybe something like take pictures and then stick these accordingly, or something, I 
  don’t know 
K  Yes, for me this is all the learning, about making the kit make sense. 
P02  Yeah, but I really enjoyed it, definitely. 
K  One more question, about these, I didn’t make it clear did I, on the postcards [the capture 
  it task] 
P02  No, I only realised afterwards what this, right…er, not this one [sorting through the 
  postcards] this one, ok that one was my first one, these two I understood it because I was 
  like, hang on, was I supposed to…aaah I’m supposed to be capturing this 
K  Yeah 
P02  So then I took pictures of those 
K   Yeah, because I need to, I tried to follow words…the connected to the camera, but I think 
  I need a bigger statement saying capture it means take a picture 
P02  Yeah…maybe. I did get it afterwards, but then I though, aaah why did I send it, but you got 
  them fine? 
K  Yeah 
P02  Which was good 
K  But you stuck the label down with pritt stick didn’t you 
P02  I did, yes 
K  Because I’ve not had anything back from my other participant 
P02  I think the other one, this one, it stuck pretty well because of the whole material of the 
  thing [on the back of the Puma postcard] 
K  I’m going to have to find a different way of doing it 
P02  That one’s fine 
K  These seem to have stuck well, but maybe it’s just because of your pritt stick. I don’t know 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P02  I suppose we could do a test if you’ve got another of these envelopes and stick it on the 
  back of a picture and see what it does, because the pictures are really glossy, they’re like 
  kind of matt, non‐stick Teflon almost, but…this was quite cool, send me something, I love 
  getting stuff in the post so… 
K  It’s very exciting for me too 
P02  Exactly, so… 
K  Thank you 
P02  Make more of them, they’re great, they are wicked. 
K  Thank you very much for doing it, it’s much appreciated 
P02  That’s ok   
K  I think that’s it. Here is your £50 reward 
P02  If you have any other questions you know where I am 
K  Thanks for your help 
P02  Bye 
K  Bye 
 
 
 
 
 
 443 
Appendix 16 
 
Main study: the design probe 
Modified components: 
∗ Welcome letter graphic 
∗ What happened map and sticker books 
∗ It’s arrived sheet 
 


Appendix 17 
Main study P01:    Probe activity data 
 
Transcript of voice recorder data within the probe kit 
 
Transcript completed by Kate Herd.  
9 separate recordings taken from an Olympus VN‐2100PC voice recorder.     
 
(…indicates a pause in the conversation) 
Gender key for conversations: 
 
W   female 
X  male 
Y  male 
Z  male 
 
27.01.09  14:51  Length: 1:29 
“Erm, I’ve basically just sat down to have a look at my NikeID site to see whether or not I would 
like to actually get something like this done. After actually getting onto the site, it’s actually quite 
exciting, erm, I’m more impressed than I thought I would be…er…at first I was a bit nervous about 
navigating the site itself but I actually found what I was looking for very quickly and quite 
intuitively. Then I must admit though, without having seen the PUMA site, which is the er, 
Mongolian BBQ, I’m not sure I would have known to click on the individual shoe 
parts…erm…because of course I’m lazy and not actually reading what’s on the screen. But, erm, I 
would say that once I’d got the hang of it it was very quick to figure out what I was doing and 
what colours I wanted and how to, er, choose the individual components. My biggest problem 
right now is choosing what the ID should say itself…but I have chosen the shoes and I 
have…coloured them to my specifications…erm…so now yeah, I’m just going to choose the ID” 
 
27.01.09  15:12  Length: 1:13 
“The second supplement…I have just ordered the er, shoe that I wanted, got my ID sorted, erm, 
nervous as always when paying for it because it initially appears that I basically can’t use my SOLO 
card, but it turns out that SOLO and Maestro are the same thing. I didn’t know that till this very 
moment, so I just took a chance in doing it…so, erm…that’s a bit of a thing for me…erm…knowing 
that…er, but generally quite excited about it. I’ve just printed out, er…the…reference number, so I 
know it’s definitely done, it’s paid for…so all that’s left to do now is pretty much…get excited and 
wait…er…I’ve taken some pictures of them on screen, and er…it’s very cool indeed…erm…only 
thing I haven’t found yet is whether or not when I create an account it saves the shoe that I’ve 
designed. I’m gonna have a look in the next few minutes and, er, find out if that is the case” 
 
27.01.09  18:03  Length: 1:24 
“Erm, I told my friend [X] about buying the NikeID shoes…she joined in my enthusiasm, erm, 
about er, this is really cool to get this done and I was explaining how it is very difficult for me to 
find shoes that…er…fit my colour scheme, which is all black with even black stitching in 
it…erm…so, it’s very cool. I must admit though my, after the initial excitement of doing it and 
getting it all…erm, I’m a bit disappointed that they don’t send you a picture at all, erm, of the shoe 
that you’ve just made in order to keep in your hotmail or anything…so that I must admit is a little 
bit disappointing, you just get an email saying this is what you’ve ordered, this is how much it cost, 
this is the number…so…that’s pretty much it…I can’t say that I’m, er, overly pleased by that, I think 
it would be a lot better if they did give you some form of thing to look at, to show your friends 
perhaps, when you are talking about it…erm, so yes…there you go” 
 
30.01.09  14:51  Length: 0:39 
“Told my drummer about the NikeID concept and explained to him what it was that I was getting. 
I’m not actually sure that he understood from my explanations exactly what it is…erm…but he 
seemed pretty chuffed for me that I was getting something from doing a design probe…but, er, 
I’m not sure if he was inspired himself to run off and get it or have a look at it. Er, he was quite 
impressed with the price though, for basically designing something yourself” 
 
01.02.09  13:50  Length: 1:03 
“Erm…I’d informed each in turn of my band members about my excitement of designing and 
creating the NikeID product. I must admit, erm, only one of them, [Y], knew of the NikeiD idea…er, 
Steve had thought he’d heard of it, but didn’t know anything else much about it. They seemed 
quite intrigued and after a bit of explanation and that they understood what it was all about, 
seemed quite excited for me, and also again…quite impressed by the price considering that you 
have it designed and you get it, er…made for you…erm, I think it was pretty well received. Steve 
also agreed with me, hell man, that’s a bit of a long wait [laughing], but what can you do…erm, 
so…there you go” 
 
06.02.09  13:05  Length: 0:35 
“Right I’ve just got the package from, UPS have delivered it…erm, it all seems to be intact…er, I’m 
just basically looking for a knife, I’m quite excited about opening the package right now…it’s just a 
plain brown box, I’ve just, er, taken some pictures of the outside and I’m about to cut into 
it…unfortunately there is no one here to share in the excitement but that’s ok [mobile phone 
rings]” 
 
06.02.09  14:12  Length: 5:25 
P01  “Right, take two of the opening of the box, I’ve just taken a picture of the outside, I’m 
now going to cut the tape. I have an observer with me now”  
W  “Hi” 
P01  “So here I go I’m cutting the tape…let’s see what’s inside…[rustling sounds]…if I can open 
the box [laughing]…[rustling sounds]…ooooooh…there is nice NikeID actual shoe box 
packaging on the inside, which I was hoping would be the case…excellent…I’m going to 
take a picture of that too, that’s very cool…plain black box, with just NikeID on 
it…cool…and, er…now, I’m going to open the box itself and take a glimpse…that’s cool, 
lets get a shot of that…hold that for me please [rustling sound]…lets see if I can capture 
that…they’re really nice Nike boxes…switch the flash off and try…very subtle isn’t it…er, 
that’s good…so far very impressed with the packaging, it’s got a lot of atmosphere to it, 
but I would think that, a black box [laughing]…just got to work out how to open it, ooooo 
ok, look at that…right, here we go…I’m getting ready to take the first glimpse at my brand 
new NikeID shoes…[rustling] 
P01 & W “Wow” [rustling] 
W  “Wow, that’s cool”… 
P01  “That is wicked”…they’re really nice, and there’s my tag, I don’t know if you can see this 
[camera sounds]… yeah…[laughing] very nice. They are basically leather ankle boots…and 
that’s very exciting…[rustling] 
W  “They’re really nice” 
P01  “They’ve come out superbly haven’t they…that’s really exciting…so I’m now going to…try 
one on [rustling]…that’s very cool, from packaging, everything er…I’ve seen the erm 
[coughs] PUMA Mongolian BBQ one and this, to me, is far cooler to get, when you get it…I 
haven’t had a pair of ankle boots for quite a while…they smell nice too [laughing]…let’s 
see if I can get it on 
W  “Lets hope it fits” 
P01  Ok [rustling]…and they do, they fit like a glove…that is awesome…well, I’m rather happy 
now” 
W  “Let me take a picture of you” 
P01  “Yep…well that’s, that…I am very impressed and very pleased…Completely, wow look at 
that, the laces come with the metal things so they don’t…cos these are the things that 
always come off. Do you remember what they’re called, these things? 
W  “No…they’ve got Nike on them to, the Nike swoosh” 
P01  “Wow I’ll take a picture of that…lets have a look, is there a macro setting?...not as far as I 
can tell…and that is a metal eye hole…there we go…excellent, so now I’m going to fill out 
the rest of my forms. Thank you very much [W] for joining in my excitement” 
 
08.02.09  16:55  Length: 2:52 
P01  “Right, [X] and [Y] present…erm, I’ve just done a design probe for Kates PhD, er, which 
means she gave me this box of stuff, that was all stuff I needed to fill out, erm, and what I 
got in return was a pair of NikeIDs…[other conversations in the room]…so basically these 
are them. I went onto the site, designed the whole shoe, and it’s got my own personal tag 
on the front as well. Basically you can choose whatever colours, there’s about 40 or 50 
different types of shoes…you can choose them and then …erm…basically you just, you can 
choose which colours these are gonna be, what material it’s gonna be made of…and then 
basically they go and make it, with your own tag, you can put whatever it is…well there is 
actually certain things you can’t put on, like one guy tried to put ‘sweatshop’, made in a 
sweatshop, and they wouldn’t let him do that [laughing]. But, erm, so that’s them” 
X  “[laughing] 
P01  “Nike wasn’t so impressed with that” 
Z  “Talk about cutting into the f*cking customer” 
P01  “Yeah…so that was what I got…I’m so f*cking pleased with them as well, cos I was able to 
make everything on it black that I wanted black 
X  “That’s cool…what’s the name of this thing again? 
P01  “NikeID, that’s the site you go to to have a look at it, but” 
Z  “Are they just, what are they though?” 
P01  “These are just, these are skateboard boots” 
X  “Skateboard?” 
P01  “Yeah but you can choose anything from shoes like yours, your trainers, and everything 
like it” 
Z  “Cos I want to design a pair of drumming shoes” 
P01  “Well this is definitely the place to go…PUMAs got one aswell, Kate had them done, but 
they’re not as nice” 
Z  “Maybe with some…some weights” 
P01  “Oh ok, I don’t know if they can do that…” 
Z  [talking about drumming] 
Y  “They’re really nice, I like those, what does it say on the top?” 
P01  “It was a moment of inspiration man, D Mon… 
Y  “D Mon” 
P01  “Demon [laughing] I was so pleased with that [laughing]. But…you can have a look 
man…so that basically, it’s seventy three pounds, these ones were…erm…but I got £50” 
 
12.02.09  13:36  Length: 2:02 
“Erm…basically…er…I’ve received my boots from NikeID, have been extremely pleased with the 
actual product themselves, I wouldn’t change a thing on it, and it’s been, they’re very comfortable, 
amazing, amazing experience to go through, however I have only one major criticism towards the 
whole thing…it’s that, basically…yesterday, which would have been the 11th, I discovered, that 
erm, the money for the purchase was taken was taken after the product was purchased, and I 
don’t mean the day after, I mean yesterday…So, er, basically I had assumed already that the 
product had been purchased on the day that I placed the order, however I discovered that this 
was not the case and it was quite a shock to me when I suddenly saw that erm, seventy nine odd 
pounds had been taken out of my account…erm, especially since I had already assumed, as one 
does, that when one pays for something, that the finances had, the transaction had already been 
made…so that is so far my only displeasure with the whole experience…erm, other than my own 
impatience to have to wait for the product to arrive, and the time it takes to construct it which is, 
er…to be honest which was extremely quick, faster than I even dreamed it would have 
been…erm…they arrived and I was happy, but this was definitely quite a…an event that I was not 
entirely impressed with, because it actually made me go into negative figures in my account, 
simply as I did not have the full £79 at the time this purchase, this transaction was claimed, as I 
had it at the time I made the purchase, believing it would have gone out then. So that’s all I have 
to say about that” 
 
 
 
Transcript of written comments 
 
 
DESCRIBE IT: 
Why design it today? 
27/01/09 Been playing on my mind as to what it’s all about, what I can get for my money and can I find 
something that is “Me” 
 
Describe your day so far in 20 words or less… 
Excitement, at the prospect. Uncertain at what to expect 
 
The thing you’re most looking forward to is… 
Walking for the first time in my New Custom shoes. Plus showing my iD (DMON) to my friends 
 
You’re buying it for… 
Everyday wear   
 
What I think the experience will be like… (between now and when it arrives) 
I am not a particularly patient person when I buy things, I like the instant gratification so I find the wait to 
be a bit frustrating 
 
I think it will arrive on… 
A Monday!      
 
03.02.09  The disappointment factor is due to having to wait 
04.02.09  It’s Here! 
08.03.09  They’re not very wam! 
 
Task Cards 
Describe it – what makes me different: 
My unique perspective 
[date: 24.04.09] 
 
Describe it – your most frustrating experience… 
Having to wait so long before I get it 
Your best experience… 
The forgetting about it then remembering what’s going to arrive in the post for me 
[date: blank] 
 
Describe it – people customise things because… 
They seek the gratification of uniqueness and the status that accompanies owning that unique thing 
[date: blank] 
 
Describe it – a brand that stands out from the crowd… 
Korg! 
[date: blank] 
 
List it – choose five words to describe the company you’re buying you’re buying your customised product 
from 
1. Original 
2. Urban 
3. Individual 
4. Cool 
5. Funky 
[date: 25.04.09] 
 
Describe it – the best present I ever received was… 
My Line 6 Veriax guitar 
Because… 
It’s beautiful in look, sound and feel 
[date: blank] 
 
Draw it – something I have customised or would like to customise… 
[drawing of sword] 
[date: blank] 
 
Draw it – a map of my life 
Add scan here 
 
 
Postcard Stickers 
Capture it – something that inspires me:   
[photograph of a humpback whale] 
Date/product purchased:  
blank 
[postmark: not posted] 
 
Capture it – Something I like: 
[photograph of a guitar] 
List it – her are five random facts about me 
1. I love ice cream 
2. I play guitar 
3. I’m soon to be married 
4. I love cats 
5.  like the beach! 
 [postmark: not posted] 
 
Capture it – My favourite product: 
[photograph of a CD] My CD 
List it – here are my five favourite websites: 
1. My Space 
2. www.icanhascheeseburgers.com 
3. www.bbc.co.uk 
4. www.ninjai.com 
5. www.[P01 band website].co.uk 
 [postmark: not posted] 
 
Capture it – something frustrating: 
[photograph of an advert on TV]   
Describe it – my pet hate: 
Adverts! 
 
 
WOOHOO ‘it’s arrived’ 
Favourite moment: 
The surprise of opening the door and seeing what it was 
Funniest moment: 
I was in my dressing gown 
Most interesting moment: 
Realising just how easy the process was 
Worst moment: 
Realising that there was no stored image on the NikeiD site that I could go back and look at 
Moment that exceeded expectations: 
The product themselves are superb. Quality as well as look. 
Bit that made me smile: 
Opening the box and seeing how cool they are!! 
Most frustrating moment: 
The waiting 
Anything that was not as you expected: 
The packaging is superb 
The one thing I would change about the product: 
Nope not a thing! 
The one thing I would change about the experience: 
I would have liked a bit more communication from Nike  
The thing I’ll tell people about: 
Wow! Get a pair! 
 Transcript of post‐probe interview 
 
Transcript completed by Kate Herd. Recording taken from an Olympus VN‐2100PC voice recorder. 
Interview date: 07.07.08, 10:58am 
Interview location: Kate Herds office, Middlesex University, Trent Park campus 
P02 arrived at the interview wearing the trainers and carrying the box and its outer packing 
 
(…indicates a pause in the conversation) 
 
 
K  Hi, thank you for coming in for the interview. The purpose of this conversation is for me 
  to find out a little more about your mass customisation experience, and for us to talk 
  about the activities in the design probe that you have completed so that I can gain further 
  insights not only into the experience of buying a custom product, but also into the 
  experience of using a design probe to record what happened and how you felt. 
P01  Ok 
K  Can we start by you telling me a little bit about yourself. What do you do, where are you 
  from? 
P01  Yes…Well, I live in London. I’m a professional musician…what gives me a unique 
  perspective is that I have more time to myself to, erm, be able to kind of analyse my own 
  thoughts more than most people, simply because I have fewer distractions 
K  A professional musician that’s interesting. What do you play? 
P01  Jack of all trades, master of none [laughs]…I have a band, I play guitar, keyboard and 
  sing…I am also a lyricist 
K  So what do you do when you’re not playing or writing music? 
P01  Er [laughs] not much [laughs]…I spend as much time as I can with my wife…and I look 
  after my dog and cats…and spend time with friends – most of whom are also musicians 
  [laughs] 
K  Let me look through the design probe…Ok, I see from the photographs that you took that 
  you say that you don’t like adverts 
P01  [laughs] do you really want me to answer that [laughs] its very very simple…I don’t like 
  the fact that most people accept the things that they present on adverts these days as 
  being acceptable because it is an advert. Most of it is lies and brainwashing tactics in 
  order to make you buy their products, by using per pressure and status as tools to make 
  people feel inadequate…or that they have a whole in their life and need to use them to 
  attract the right mate 
K  So you are someone who has strong opinions and views in general? 
P01  Yes, definitely. It’s very clear to me that some things are just right and others wrong 
K  And you are very interested in animals? 
P01  Yeah, as trophies and fur [laughs]…not really, I’ve had a passion for wildlife since I was a 
  small boy, especially big cats 
K  What is it about big cats in particular? 
P01  Mmm…the power…the majesty…and they are truly beautiful creatures. Lions are my 
  favourites of all the big cats 
K  Does your love of nature and wildlife affect other aspects of your life, for example 
  when buying things? 
P01  Yes certainly…I would definitely never wear fur, and try to steer clear of things made from 
  baby animals, like calf‐skin wallets…I don’t mind buying leather items because they are 
  made from cow hide…because they are a by product of the meat industry…those 
  products are already in existence from the meat industry…it’s almost recycling…but 
  generally I’d pretty much steer clear of items that are almost grown for purpose such as 
  mink and fox fur and stuff like that… 
K  So your ethics are important to you? 
P01  Certainly. You’ve got to have an opinion, and I hope that that opinion leans towards trying 
  to do right by the world and other people 
K  Was buying from Nike an issue for you at all? 
P01  A little bit…only because they’re such a massive commercial company, I wouldn’t have 
  considered it before, especially something as commercial an idea as NikeiD…but they 
  surprised me – I just hope it wasn’t made in a sweatshop [laughs]… 
K  Had you heard about NikeiD before the design probe? 
P01  Yeah…but not a lot, more just the name 
K   Did you know about other of the other brands like Pumas Mongolian BBQ? Did you have 
  a look at their websites?  
P01  Yeah, I did, certainly PUMAs…the BBQ thing 
K  What did you think of them? 
P01  NikeiD was far better 
K  Why do you think that? 
P01  For one thing the styles available from NikeiD were far more sophisticated, whereas the 
  PUMA ones looked more…school boyish…and er…teenager‐ish…if you know what I mean. 
I think there was also a bit too much going on with the PUMA website, I played  
K  Had you ever bought or thought about buying a mass customised product before? 
P01  Yes…not bought, but thought about buying one, which was buying a custom made 
  kenjitsu bokken 
K  What is a bokken? 
P01  It is a wooden martial arts training sword 
K  And what would the advantage of a custom bokken be? 
P01  Well…a few things really…the choice of material and the option to engrave kanji, the 
  Japanese characters…but also being able to choose the sword sizes. This is important for 
  the balance and weight of the sword when you’re training 
K  Is martial arts an interest of yours 
P01  Yes, one of my passions in life 
K  So…to go back to thinking about purchases that you make… would you consider yourself 
  to be loyal to the brands you buy from? 
P01  Nope…well…by that do you mean NikeiD specifically…or all the brands I buy from…like 
  music equipment companies for example? 
K  All the brands 
P01  Yeah I am…definitely…to the companies that clearly take pride in their work, and clearly 
  spend their time developing quality items that are not part of cyclical 
  consumption…things that will last for years, that don’t break down in 6 months…brands 
  like ESP 
K  What do ESP sell? 
P01  Guitars…ESP…Korg…and Apple… 
K  So are you someone who chooses the brands they buy carefully or is the brand name 
  itself not something that is important to you? 
P01  No, more the quality of the product that they create. I appreciate them more by 
  association of good quality rather than the brand name itself 
K  Do you ever buy clothes or other products online? 
P01  Yes…loads [laughs] clothes to equipment to…DVDs…I don’t have a problem with buying 
  anything online really, especially if you know what you want. It saves me having to go to 
  the shops…I like how easy it is [laughs] 
K  So let’s talk about when you bought your trainers…tell to me about the design 
  process…how did you get on with designing the product online? You seemed to have 
  quite a clear idea in mind of what you were after – you talked about wanting an all black 
  colour scheme for example, is that is hard to find? 
P01  It was extremely enjoyable to be honest. It was nice to see for one thing a good looking 
  product, and then seeing that I could customise the bits I want to customise, and then 
  standing back to look at the 3D model, rotate that…and being able to think that’s exactly 
  what I’m after…and haven’t been able to find. It was a great process. And the black 
  thing…yeah…I’m not a big fan of big logos on clothing, and it can be hard to find nice stuff 
  in black that is understated and not covered in branding 
K  What made you divert from the all black plan and go for the white soles? 
P01  Erm…artistic license really [laughs]…I just thought in the end that it looked better having 
  white soles rather than being entirely in black…and it does, I love them 
K  Tell me about your iD 
P01  [laughs] D‐Mon, a play on words…everybody calls me [P01 name] and I am involved in the 
  alternative underground music scene…so ‘demon’ is associated with the kind of field of 
  music and imagery that is involved in my work…and it’s [describes the play on words 
  relating to his first name] 
K  [laughs]… You mentioned that you had some problems with the payment on the website? 
P01  Just an issue with card type…it did irritate the hell out of me though that they took the 
  money so late from my account…it was really weird, the money went out after I’d got the 
  shoes. I’ve never seen that happen before 
K  You said you were disappointed with not having been sent a picture of your shoes – I 
  notice that you took some photographs of the screen whilst you were customising it – did 
  you look back at these while you were waiting for it to arrive...and did you show them to 
  anyone else? 
P01  Definitely…and yes…I showed it to my band members 
K  Why was a picture important to you? 
P01  Well…at the end of the day it’s a physical object you’re looking forward to receiving for 
  both a functional status and purpose, and once you’ve ordered it, with no picture it 
  doesn’t allow you to go through the pleasure factor…you know, the…well the anticipation 
  becomes less vivid…when you’ve got something to look at you can get more excited…I 
  guess 
K   Are you a social shopper in general? For example, would you normally shop with people 
  and show people the things that you’ve bought? 
P01  No…unless it’s music gear…but other than that not really no 
K  So have you shown the custom trainers to more people than you would normally show 
  new shoes to? 
P01  Not really…no…maybe a few 
K  Tell me about when they arrived? On your voice recorder you sounded quite excited 
P01  I was disappointed I was own my own…the pleasure of sharing it and saying wow that 
  cool is amazing…but non the less I was excited…also because opening it realising that I’ve 
  made all the right choices and I was so pleased 
K  You said that you liked the atmosphere of the box…what did you mean by that? 
P01  Erm…it was just surprisingly nicely made, interesting design on it…it had an almost 
  cinematic feel about it…look at this…are you ready to open the box to see your 
  shoes…that kind of feel when you first see it 
K  Have you kept the box? 
P01  Er…yes I have   
K  Would you normally keep shoe boxes? 
P01  No…in fact I hadn’t really thought about that 
K  You were very enthusiastic about the laces… 
P01  [laughs] yes I was… I was indeed…erm…I thought that putting metal caps on the laces 
  instead of metal ones…kind of showed a bit of forethought and care about the lasting 
  principles of their product…which is rare…normally they would not care, put the plastic 
  ones on , they die in a couple of months…and then you have to buy more to replace 
  them...probably Nike ones…so that was refreshing, that attention to detail. The spare 
  ones were also beautifully wrapped – I don’t think I’ve ever seen laces done like that 
  before 
K  You said that the funniest moment about the experience was you being in your dressing 
  gown 
P01  Uh‐huh…the delivery guy turned up early in the morning, and I opened the door not 
  expecting to see a guy there handing me a package…you can see I opened it straight away 
  and tried them on from the photos [laughs] 
K  Have you been back onto the NikeiD website since? 
P01  I have not…but there is a good chance if I buy more shoes that I would buy exactly the 
  same again 
K  How was it waiting for them to arrive? 
P01  It’s always painful, but to be fair they arrived pretty sharpish, so I can’t complain too 
  much at all 
K  Would you describe yourself as a patient person? 
P01  No [laughs]…some things I have a lot of patience with, other things I do not 
K  Was there reasonable communication from Nike 
P01  Yeah…it was ok…they spoke to me at all the important times 
K  So…talk me through the touch point map, what do these pictures remind you about how 
  you felt? 
P01  When I bought them I was pretty chuffed…the little character, I thought it even looked 
  like me...being creative and being pleased with the thing that’s been created. I remember 
  now, I went back and read other peoples thoughts about it. The two stickers both 
  represent a feeling of contentment and satisfaction, that’s what I chose those for 
K  Had you read any reviews before? 
P01  No   
K  What made you go back and look? 
P01  Er…just that thing of once you’ve bought it…it makes you…feel closer to what you’re 
  about to receive…like having the photos…there’s that pleasure factor…there’s a interest, 
  a direct link between you and the company supplying something you like and want. I went 
  back again the next day. I took the panda one to be sitting in front of a tv…this was me 
  sitting at my computer. I remember this (the ad)…I think I choice the plasma ball because 
  it made me ex‐static [laughs]…it reminded me that this was coming. The promotional 
  literature – closer to the date, that feeling of ooohhhh come on now, I’m tired of waiting. 
  I can’t remember where I saw this. The product…well, right…erm…I thought it was very 
  exciting so I chose the samuri and the surfer, two of my favourite things…and I think the 
  cheerful handstanding polar bear in rainbow colour trousers is quite self‐explanatory 
  [laughs]. I was very pleased 
K  How did you find using the probe in general? 
P01  I thought the bits were pretty well thought out really…erm…and kind of in places abstract 
   enough that you didn’t feel you were conforming to a traditional questionnaire type 
  thing. Made me actually want to do it…I always like things that make me think in a 
  different way, or that make me focus on ideas or thoughts about my perceptions.  
K  Did you do the task cards all on the same day? 
P01  I was going to…but I ended up doing them over about 3 days 
K  How did you find the commitment of the daily activity in the ‘DESCRIBE IT’ book? 
P01  Er...[laughs] easy to forget is the honest answer…the activities like the map and the 
  stickers refer back to a childlike mentality, so its exciting to put stickers on a page…you 
  don’t forget that like you do completing a journal…which is why I didn’t use it as much as I 
  should have. I really liked the camera and photo printer, I hadn’t used one of those before 
K  That’s ok, this is all part of the process of exploring what activities are effective for a 
  range of people in these situations. Thank you very much for your help in participating in 
  this research study. I’m really glad that you are pleased with the product that you have 
  bought 
P01  I am…very much so…so thank you! 
 
 
 
 


Main study P02:    Probe activity data 
 
Transcript of voice recorder data within the probe kit 
 
Transcript completed by Kate Herd.  
15 separate recordings taken from an Olympus VN‐2100PC voice recorder.     
 
(…indicates a pause in the conversation) 
Gender key for conversations: 
 
V   male 
W  female 
X  male 
Y  female 
Z   female  
 
 
31.01.09  13:40  Length: 0:16 
“Wow…one hundred and sixty seven pounds for a bag! I thought it was a hundred, more 
expensive than I initially anticipated…I’ll just stretch my pocket now” 
 
31.01.09  13:40  Length: 0:04 
“This bag better last me forever!” 
 
04.02.09  06:39  Length: 0:20 
“Erm…as I said yesterday in the email that I sent to you, erm…FREITAG has now been in contact 
with me they’ve sent me this weird email, like with this, all, like they’re trying to comfort me, 
because I’m having problems purchasing the bag…it was kind of funny, kind of soothing, and 
slightly irritating all at the same time” 
 
17.03.09  09:10  Length: 0:18 
“FREITAG has now sent me two emails, one that they’ve cut my bag, and secondly when it was 
finished…I just thought it would have been nice if they’d actually, kind of like shown you a picture 
of the bag, like, when it’s cut, even if it’s just a piece of it, that would be pretty cool” 
 
19.03.09  15:53  Length: 0:28 
“Erm…visiting FREITAG website, there’s a…image of this…erm…this guy in this mask, planting 
tomato seeds…quite weird, quite erm…all of the FREITAG bags I guess is something to do with the 
whole…ecological aspect of the company…erm, recycling, and being environmentally 
friendly…quite cool, quite odd…I think there’s more to it, I’ll look into it later” 
 
19.03.09  15:55  Length: 1:32 
“Erm, I’m getting a little anxious about my FREITAG bag purchase now, it’s erm…I know they said 
it takes about a month…I’m getting like really really anxious…time is ticking…erm…this, this year 
of university is almost over…and as much as I like the current bag I have, and the emotional bond 
that somehow I’ve been forced to forge with it, because it works, erm…[coughs] …I’m just, I’m 
afraid that, I don’t know, I don’t know how it weighs up against the bag I’ve got now…to see if it’s 
probably, worth it, I know it’s probably worth it, I’m just getting really excited, and really 
nervous…and I guess something the company could probably do is, have a way for you to see, like, 
how far along the process actually is…like a, like the link for your bag that you see, like a timeline 
or such…that would tell you…or show you how, how far along within the process before your bag 
is shipped…whereabouts you product actually is in terms of production…erm, something like that, 
maybe quite cool…and then after it’s shipped, then, then it’s just a matter of waiting, yeah, and 
anticipating like I am right now cos I don’t know if it’s been shipped or not, I guess it hasn’t 
because I don’t know the emails not here just yet, but I’m just just getting really excited and really 
nervous, and really…jumpy…it’s excitement I guess…anxiety…nervousness…” 
 
22.03.09  18:20  Length: 0:21 
“Looking at FREITAG, checking out FREITAG once again, I see they’ve actually got shops in London, 
actually close to where a lot of people I know are [mumble something], and London Graphics 
Centre, erm, somewhere in Stockwell…and somewhere in the West End I’ll have to check ‘em out. 
I’ll let you know what’s going on” 
 
24.03.09  08:53  Length: 0:11 
“[music playing in the background] Anxiety still. Every time I see a post, every time I see a Royal 
Mail van I’m looking out for my bag, and still it’s the same I’m just anxious anxious anxious” 
 
30.03.09  20:04  Length: 12:36 
“I’m in my room, just got home from uni…stressed because I’ve got about six deadlines this 
week…erm, in my room in halls, sorry…it’s quiet, as it usually is…there’s a rare [mumbles] of a 
donkey and that outside…I’m quite anxious because erm, yesterday, just yesterday I had erm, I 
had, I had missed the delivery twice, and I had to leave some er change with the guy, just so that 
when he came to deliver the package he could pay the shipping, erm and freight and all that, and 
that was quite…erm…harrowing I guess, having to run around and miss university, trying to get 
this bag, but it’s here now [laughs]…erm…the package, first impressions…hmm, [rustling sounds] 
let me just leave this running [sounds of packaging being opened] I feel, though, I just want to rip 
it open [sounds of packaging being opened] er, I can’t find my scalpel [loud sounds of tape being 
ripped from a box and then scrunched up] here we go…woohoo [sounds of tape being scrunched 
up, then sneezes] excuse me…it’s…seriously dusty [rustling sounds] very, very dusty [rustling 
sounds] once all the plastics gone, got my little erm…my delivery invoice  [rustling sounds]…didn’t 
expect to pay the shipping, charges, forgot to read the fine print…the all so important fine print 
that I missed…so I had to pay like £40, which I wasn’t…[stresses word] TOO enthused about, 
but…such is life [rustling sounds]…[long pause]…hmm, seems though the camera don’t work too 
well [sniffs]…better [mumbles] the camera if they’ll give you some more money, I guess 
[laughs]…it’s a really interesting project, but I think I’ve…I don’t think I’ve used it…well, or 
enough…[background noises] I think the batteries are dead as well [lots of noise] [speaking loudly] 
quick change, quick change, quick change, quick change [lots of background noise] where are 
batteries, where are batteries, where are batteries, where are batteries [sound of packaging being 
opened]…this is good timing, the battery has run out as my product has arrived…er, how do I put 
these things in?...oh…there you go [background noises]…that’s better…there you go…FREITAG 
individual recycled freeway bags [rustling noises]…step two [sigh] how do I feel?...erm, 
relieved…very very relieved…first impressions, of the outer case…not essentially great…but it’s 
the package is what’s important…lots of cardboard, I love it, that will be useful…hmm, there’s 
some people in the kitchen, I think I’ll get some, some input from them [rustling sounds] this is 
going to be a long one [sounds of walking though a corridor…knocking on a door] what do you 
think? [loud background music] it’s a bag [mumbling and loud music] a bag made from, recycled 
truck tarpaulins and…erm, uh…what do you call it, like old bicycles bits and  
X  Oh, like inner tubes and bits and bobs, old rubber and stuff 
P02  Yeah…what do you think? 
X  It’s cool [lots of background noise]…I always forget, that they do that with shoes as well, 
  you get old erm 
P02  Really? 
X  Yeah, they, erm, I’ve forgotten what it’s called…It was in GQ magazine, it’s basically you 
P02  What magazine? 
X  GQ…they’re like, they look really cool as well, these trainers, old just, old tyres 
P02&X  [both mumble lots of background noise] 
X  Why would you get it though?  
P02  Huh? 
X  Why would you get it? It is pretty cool but erm 
P02  It’s part of this project, erm, project, she’s looking at erm, mass customisation 
X  Oh right 
P02  Products that [mumbles]…so erm, slightly caught [?] in it, that’s what she requires 
X  Oh…erm, that’s cool [mumbles with background music] 
P02  [mumbles] she gave me [mumbles] for anything I want 
X  Mmm 
Y  [mumbles, lots of background music]  
P02  [mumbles, lots of background music] I was upset but  
Y  Is the bag made from another product, canvas? 
P02  Sure, tarpaulin 
Y  Tarpaulin 
P02  So what do you reckon? 
X  So it’s a really durable bag isn’t it, so it can be chucked around, so you don’t need to 
  worry about it at all 
Y  [mumbles] 
P02  It’s because it’s  
Y  I know, I know 
P02  It’s used 
Y  I know, I know 
P02  You get that, and because, I actually saw someone with one [loud background noises, 
  mumbles] it was like yesterday I see one of these bags, and then today…I get mine 
X  What’s the website? 
P02  FREITAG dot [spells] C H 
X  Is it on there? 
P02  Yeah it should be…[mumbles] 
X  [mumbles]…Oh come on 
Y  [mumbles] 
X  Are they available in different sizes and different colours? 
P02  Yeah, because erm, they give you…this is the erm, F12 I think 
X  Yeah 
P02  Yeah I’m sure it is 
Y   [loudly] WHY 
P02  Because it’s part of a research thing! 
[lots of raised voices and laughing, primarily Y, can’t decipher words with the background noise] 
X  I appreciate the design 
Y  [mumbling] 
P02  I care about what it represents 
Y  [mumbling and laughing] actually I like it as well 
[Y and X mumbling] 
P02  People, people…these bags will 
Y  [mumbles over P02] 
P02  I’m sure of it…it’s just because these ones, the used ones, are always the ones that are 
  [mumbles] and obviously the fresh ones are probably used for the ones that are cut, they 
  keep in store 
X  [mumbles] throw it around 
P02  Yeah 
  [someone talking and a banging noise] I’m jumping on it [lots of people talking at once 
  then mumbling]… 
P02  There’s a little thing, a little thing, erm, attached to it 
  [someone mumbles] 
P02  I’m trying not to do it…they’re giving me no choice…for what it represents [mumbles] 
Y  [mumbles] 
P02  [mumbles] 
Y   [mumbles] 
X  Say everything you just said again 
Y  I said I like it for the idea 
X  Yeah 
Y  I just don’t like how it looks like…it’s a good idea 
X  It’s all about personal taste isn’t it? 
Y  It’s not ugly, it’s just dirty  
X  But the idea, have you come across any sort of product, or anything to look at, that 
  everyone likes straight away 
Y  If it was black…but the cream, huh 
P02  That’s what I wanted 
Y  [mumbles] 
P02  [mumbles] 
Y  [mumbles and lots of background rustling]…why? 
P02  Part of the project   
     
30.03.09  20:17  Length: 3:07 
P02  They’ve got another thing in the back 
Y  [mumbles] 
P02  [mumbles] attach what 
Y  [mumbles] pull it under [mumbles] 
P02  I guess so 
Y  [mumbles and laughing] 
P02  [mumbles] 
  [lots of mumbling and loud voices] 
Z  I want one I want one, where did you get that bag from? 
Y  [mumbles] 
Z  Oh my God, oh my God, that I like, it’s so great 
W  I think I’m going to buy you one 
Z  And in purple, do they do it in purple? 
[Z & W mumble enthusiastically] 
X  I thought I saw it in purple 
[Z & W laughing and mumbling] 
Y  [mumbling] 
P02  Yeah but…these bags are in museums…it looks like it don’t it 
Y  [mumbling] 
[everyone mumbling] 
 
 
30.03.09  20:21  Length: 01:27 
P02  [TV in the background] [mumbing]…erm, I don’t know maybe you might get this better 
  than I do. What do you reckon these things mean, all these things are like this with these 
  two guys 
X  Mmmm 
P02  What the hells that about, there and there… 
X  They’re just showing…how tough this bag can be, maybe? 
P02  [mumbles] 
X  Go on the website, it might say something there 
P02  It don’t!...the website just sells the bags and stuff, it doesn’t explain any of the imagery or 
  anything…it’s up to interpretation I guess… 
X  [singing] easy like Sunday morning… 
 
30.03.09  20:26  Length: 5:03 
P02  [Background noise] Erm…part of me, is slightly, er, it’s minor, about what, I erm, what I 
  would change, just…I get exactly what I wanted, but just…but I’m a peculiar person that 
  just wanted it to be exact   
X  Exactly how you want it 
P02  Exact, yeah…how it, how it was pictured on the net…[background noises, things being 
  moved around]…ideal, does…I didn’t think of that, idealistically 
X  You didn’t think about it idealistically? 
P02  Yeah, I just sorta liked the concept and just went, right I want one… 
X  …Well, everything you buy is kind of, tells you about status…tells something about 
P02  Yeah, that’s true…well yeah, erm 
V  Was that your delivery?  
P02  Yes it is 
V  One of those eastpack ones? [mumbling]…yeah I love those bags, it’s one of those 
  messenger bags isn’t it 
P02  Yeah 
V  [mumbling] 
P02  [shouting, half joking] PEOPLE CAN’T APPRECIATE THIS STUFF [laughing] 
  [lots of people talking at the same time] 
V  …one of those bags where, like if you’re on a bicycle and [mumbles] [sounds surprised] 
  What’s it made of?  
P02  It’s erm…recycled truck tarpaulins  
V  Oh really? 
P02  That’s what that is 
X  Inner tubes and stuff 
P02  Erm, it’s got inners and seatbelts  
V  [mumbles] should get one 
P02  Yeah [mumbles] pound later…Well, you buy your bag for around, how, how much do you 
  normally spend on 
V  About thirty [eighty?] pound 
P02  Well, it’s about the same price for one of these bags and you get fifty pounds back 
V  How do you get fifty pounds back? 
P02  By taking part in this, this little…research project 
V  What what what? 
P02  It’s a research project I’m taking, erm,…from one of my tutors from last year.  
V  [surprised] You got this free? 
P02  No, no I don’t get it free, I am, I am  
V  [talks into voice recorder] Hello! [laughs] 
P02  It is recording actually…but erm, yeah she just, she’s doing her, her PhD in mass 
  customisation of products and stuff 
V  Yeah 
P02  And as a thing you buy something, fill in the information for her, just write a bit in the 
  diary now and then…fill in a card about how you feel about it…do some stickery bits…and 
  send it back to her 
V  And you get a free bag? 
P02  No, you’ve got to buy your bag 
V  How much is the bag? 
P02  The bag, cost me, just about…coming close to a hundred and fifty pounds 
V  Ok…and then you get sent back fifty quid? 
P02  Yeah, you get it back, you’ve got to get it back as vouchers, because 
V  Oh…ok 
P02  So, have you said anything yet? [laughing] 
X  Me…I did say something 
P02  [laughing] everybody just wants to [mumbles] 
V  Sorry [laughing] Who is it, who is the person doing it? 
P02  It’s Kate Herd 
V  Oh right 
P02  Yeah, she’s erm…one of my tutors from last year 
V  Oh ok, yeah…that’s alright 
[lots of people talking, mumbling, lots of background noise] 
V  [laughing] You really love this bag! 
P02  [mumbles] 
 
30.03.09  20:36  Length: 01:00 
The following is the sound I’ve loved and hated for the past month…[a mixture of sounds from the 
FREITAG configurator which are indicators that an action can’t be done] 
 
02.04.09  10:40  Length: 0:08 
P02  [music playing in the background] Now enjoying my five year old baby [mumbles] 
 
02.04.09  10:45  Length: 01:06 
[music playing] This is sort of a little bit in retrospect [coughs]…erm, yesterday I had a Dezac 
presentation and I…I took my FREITAG bag on its first outing yesterday…and erm, got a lot of 
positive response from erm…from colleagues and stuff, erm…I really like the bag [mumbles], and 
I’ve been talking about it, incessantly and when they finally saw it, yesterday, it was really cool, 
erm…I feel, I feel nice about my bag, I feel quite…it’s better than I expected, it’s quite rugged…and 
erm, just just, just feels durable, it’s something that erm, I’ve kind of wanted, something that, a 
bag that…I buy one bag and I don’t think I’ll need to buy a bag, almost ever again, as I don’t think 
this…is going to tear… any time soon I guess [sniffs]…well made, sturdy, does the job…exactly 
what I wanted 
 
 
 
 
Transcript of written comments 
 
 
DESCRIBE IT: 
missing 
 
 
 
Task Cards 
Describe it – what makes me different: 
I am more focused and determined than most, I can’t see a situation going to pot and not do anything 
about it. Normally shy extrovert when overjoyed. Quietly gets involved in many things. Enthusiastic 
character. Many faults but my personality comes through. Honesty.  
[date: blank] 
 
Describe it – your most frustrating experience… 
Running to 6 different bathrooms trying to find one that wasn’t occupied dirty or containing cutlery/pottery 
in halls when I was going through a spell or diorhea. (that word isn’t spelt right) 
Your best experience… 
Being told or acknowledged for achievements/designs. There is something very energising & special when 
colleagues appreciate your work. 
 [date 09.04.09] 
 
Describe it – people customise things because… 
They want something unique and out of the ordinary. A medium to express themselves and their creativity. 
No‐one wants a standardised item and as influential as Globalisation is standing out from the crowd and 
being an INDIVIDUAL [underlined] is equally as important. This is something I believe larger [brands crossed 
out] more global brands have caught on to and are implementing. Plus there is a near hallocugenic 
effect/feeling when you have created something for you by you. THE CREATIVE GENIUS OF ME kinda thing 
 [date: 11.012.08] 
 
Describe it – a brand that stands out from the crowd… 
Virgin Atlantic. 
Since their very beginning they have offered a unique service that helps keep people coming back. 
They have bright bold quirky colours like those of the Memphis group. They are witty & cutting edge in their 
service touches. Headed by a money making mogul The Virgin experience sticks! Assured, Confident, 
Luxurious, Quirky, Consumer oriented, Sexy 
 [date: blank] 
 
List it – choose five words to describe the company you’re buying you’re buying your customised product 
from 
1. Green 
2. Pioneering 
3. Original 
4. Quirky 
5. Idealist 
NB Switch 5&1 
Company FREITAG 
[date: blank] 
 
Describe it – the best present I ever received was… 
A Christmas card from a friend in halls 
Because… 
I wasn’t really that close with many people in halls & the card was largely unexpected and thoughtful. 
Helped make Christmas ‘07 
[date: blank] 
 
Draw it – something I have customised or would like to customise… 
[stuck on wooden business card] Business card prototype. More info to be added on reverse of coin 
 [date: blank] 
 
Draw it – a map of my life 
blank 
 
 
Postcard Stickers 
Capture it – something that inspires me:   
Date/product purchased: 
missing 
 
Capture it – Something I like: 
[photograph of action figures] 
List it – her are five random facts about me 
1. I’m a random neat freak 
2. Vast amounts of energy 
3. I miss church 
4. Little things excite me 
5. I love figurines & models  
[postmark: not posted] 
 
Capture it – My favourite product: 
[photograph of a mobile phone with annotations] Given to me after a stolen phone she has been dead for 2 
years now. I can’t get her fixed, neither will I give her away 
List it – here are my five favourite websites: 
1. bajantube.com 
2. narutowire.com 
3. Stickfas.com.com 
4. Ted.com 
5. Facebook.com 
6. menshealth.com [6. added under printed list] 
[postmark: not posted] 
 
Capture it – something frustrating: 
No photo taken 
Describe it – my pet hate: 
When sharing bathrooms and kitchens with dirty people and not being able to grasp or understand how to 
do something new 
[postmark: not posted] 
 
 
WOOHOO ‘it’s arrived’ 
missing 
 
 
 Transcript of post‐probe interview 
 
Transcript completed by Kate Herd. Recording taken from an Olympus VN‐2100PC voice recorder. 
Interview date: 08.05.09, 12:47pm 
Interview location: Kate Herds office, Middlesex University, Trent Park campus 
 
Interviewer had not found the data in the voice recorder (the participant had stored the 
recordings in folders rather than following the simple record instructions) so this had not been 
heard before the interview. P02 arrived at the interview carrying his bag with him and straight 
away asked to look at the interviewers FREITAG bag which is sitting by her desk. He says he 
walked in to work behind her a few days previously and thought her bag looked a different shape 
to his. He was keen to compare – they were the same, the contents of the bag had changed its 
profile. The voice recorder was started part way through the conversation.  
 
(…indicates a pause in the conversation) 
 
 
K  Obviously I’ve got my laptop in it so it’s quite tight…do you mind if I, record on the 
  dictophone because it saves me having to take notes and [laughs] it’s just easier to do it 
  this way 
P02  Not at all 
K  Cool, so, the purpose of the interview is to find out, about, what happened when you 
  bought it, to get some more information, and then to talk a bit about the design probe 
  and how it worked, what was good, so when they are further developed I can feed in this 
  information…So, first of all…had you heard of FREITAG before this purchase? 
P02  Erm…before the design probe, well yes, because we did the erm, project in the first year, 
  with FREITAG, that’s what sorta like sparked my initial interest…in the, in the erm, 
  company themselves, not necessarily in the bags, but I just thought it was a really cool 
  thing, what they did, with the tarps, and everything, erm, that aspect sort of got me 
  involved with the erm…that that that, that’s what sparked my interest with the, the 
  design probe, and then the fifty quid 
K  [laughs] a good opportunity 
P02  Why not 
K  So, having bought one now, what do you think about the company, what’s your 
  impression? 
P02  Erm…I like them, erm, still…erm…some what sceptical though, I think, they could do 
  something with the price, I still think they’re a little bit too expensive 
K  Yeah 
P02  That, that remains…but I’m not…it doesn’t deter me from what the bag stands for, that’s 
  sort of, part of the reason why I bought it as well…something that I didn’t think about till 
  after I had it…one of the guys, one of the people that were around when I…when I bought 
  the bag, said oh, you’re an idealist…and I was like, I’d never thought about it, like that 
  before 
K  Yeah 
P02  I thought it was really cool what they did with the bags, but I guess it has a lot of different 
  underpinning meanings…it’s, it’s quite strange 
K  Are you thinking idealist, in terms of, the recycled materials? 
P02  Yeah, erm, the erm…I guess that whole thing about being like, recyclable and the whole 
  thing about being green and everything…taking things people would normally throw away 
  or just, like, piling up in a big landfill, and reusing those, you know, for a different 
  purpose…I think that was what he had in mind  
K  Mmm…so is it a company you would, recommend to people, now, having bought one 
P02  Well, that’s what I have been doing throughout the whole design probe 
K  [laughs] 
P02  Trying to get other people to erm, buy into the whole idea…it’s just that the majority of 
  my friends, are quite, brand orientated and materialistic, so if it’s not got, maybe like a 
  Gucci, or 
K  [laughs] 
P02  Or one of those big high street brand labels on them then, they’re not quite 
  interested…so…there’s not much you can do about that 
K  Yeah [laughs], this is almost the alternative brand, so it’s 
P02  Yeah 
K  Perhaps…do you think it’s got a strong brand? 
P02  I think…it’s very recognisable…because like when you see one, even if it doesn’t have the 
  erm, label on it, the FREITAG label [points at my bag which has the alternative label]…it 
  doesn’t matter, when you see them you know it’s a FREITAG bag…brandwise it’s quite 
  strong...quite, very recognisable, it’s just that, people here are just, they’ve caught onto it, 
  but they’ve not totally embraced the whole idea 
K  Yeah 
P02  Because of the, sort of like, rugged look of them, if you’re not that kind of person, if you 
  like everything looking clean and shiny 
K  Yeah 
P02  Then you, erm, then it probably won’t appeal to you 
K  Maybe part of the appeal is the fact that not everybody has them and it’s  
P02  [enthusiastically talks over K] yeah, it’s almost like I remember this, erm     
K  the uncommon brand 
P02  yeah because the day before my bag arrived I got this call from UPS, I was in Liverpool 
  Street…and it was raining, I got wet, I looked up, and when I looked down, there was this 
  guy walking past me with one of these FREITAG bags, and the very, like the very next day I 
  got a call at like twelve o’clock, the guy was outside, and I thought it was just like, strange, 
  quite surreal almost 
K  [laughs]…that’s good…so…would you normally buy clothes and other products online, or 
  are you more of a shop person? 
P02  I’m more of a shop person…I sorta er, I guess I sort of took a risk with this…I like to sort of 
  like, have stuff in my hand before I see it, if that made sense, have stuff in my hand before 
  I buy it [laughs] 
K  Yes, I know what you mean 
P02  I just like to see, to feel and like, just to see what it’s like, in person, before, I guess that’s 
  one of the things that with buying this, well, cos you had one as well, I came around and I 
  looked and I played around with it 
K  Ah yes 
P02  So that was sort of like what, I knew [stressed word] EXACTLY what I was getting before I 
  actually got it  
K  Yeah 
P02  Yeah, you know…yep 
K  Mmm I know what you mean 
P02  That was, that, it’s more that if I’m buying, a shirt…I want to see what it smells like 
  [gestures smelling his shirt], I want to feel it, to feel the material before I actually buy it 
K  Yeah…have you ever bought a custom product before, or is his your first? 
P02  Yes, it is my first…I am a custom product virgin 
K  And would you buy another? 
P02  Erm 
K  [laughing] 
P02  If the price came down then yes…yes, I’d buy another one…maybe not the same model 
  bag, but I’d probably be a bit more experimental with my, er, designs and things like that  
K  What about custom stuff from other companies, are you tempted now that you’ve done 
  one? 
P02  Mmm, slightly…I’m tempted but, erm, I can’t afford much…what we call at home 
  champagne taste and water bottle er 
K  [laughs] 
P02  Expensive tastes but I just…I just can’t afford it 
K  Yet [laughs] 
P02  [laughs] Yet 
K  So…tell me about the experience of buying it, everything that happened, and the process 
  that you went through 
P02  Hmmm 
K  Because I know you had quite an interesting one 
P02  Mmm I was, I was, it was, it was strange because the whole process for me was like, quite 
  frustrating, because…erm…you go on and you have to cut the bag yourself…and it’s just 
  trying to find that pattern, and like I’d been on there several days…trying to , just on, just 
  to see what if I look, if they have a pattern that I like, trying to see if I could get something 
  that I could cut…then when I finally find one, probably someone else has got it…then 
  when I cut it…then something always 
  [phone rings in the office] 
K  Sorry [answers phone and tells caller she’ll call back later]. Sorry about that 
P02  That’s ok…it was just, it’s like having that whole process of the looking and looking and 
  looking, and trying to find something that was, that, that was the main drawback to it, 
  trying to find a pattern that you actually like…and that you, you won’t be ashamed to walk 
  around with everyday…erm, the…I like the whole dictophone thing, although I’m not sure 
  you could understand anything on it, cos I’ve got, quite a weird voice…I don’t know if 
  that’s come across quite clear 
K  Weirdly none of yours seem to have recorded on the dictophone 
P02  What? 
K  Really 
P02  Are you serious? Nothing? I played it all back 
K  Really? 
P02  Yeah… 
K  [laughs] that’s a bit weird 
P02  [laughs] yeah a bit strange…I don’t know, unless it’s like in a different folder or something 
  like that 
K  Yes maybe, I’ll have a look at that, it might be 
P02   But…the whole process, for me, was a little bit frustrating to be honest, when like trying 
  to balance this, and trying to use the probe efficiently, along with uni, was a little bit of a 
  challenge 
K  Yeah 
P02  Frustrating but rewarding in the end 
K  So what happened, because you placed, am I right, you placed the first order and then? 
P02  Uh huh, I had an erm…it was cut from Goodyear…it curved down and like around 
  [gesturing to a pattern that would have been on the bag], it was quite cool…I placed that 
  order, I cut it, entered my erm, details and everything, and erm…I didn’t get any 
  confirmation email…I didn’t get it at all…but the bag said it was cut, so I had to wait like 
  another day…I sent an erm, email to, the erm, can’t remember their names, but I sent an 
  email to them, they responded…they cut one and it worked fine…they cut the bag and 
  everything, so they asked me if I’d, like, double check to see if I could probably cut it 
  again…and I er, went through that process a second time and they were asking for more 
  details but I really didn’t know what went wrong…I just placed my order, entered my card 
  details and everything…and then I didn’t get that confirmation email, nothing came 
  through, strange, it just kind of went back to the home page, probably a problem with my 
  internet connection or something, I’m not sure…then after that, erm, they sent me back 
  another email saying sorry, if I sent them my details they’d try and sort out that kink or 
  whatever it was, but, I mean, during that period it was like [sigh…I’m not going to bother 
  anymore, just forget it, and I just left it alone for a little while and said that pattern, now, 
  is gone, gone for good 
K  Yeah 
P02  So I just, you know…leave that alone…wait, and try and find something else…and then 
  after a while…I came back…looked for a pattern…found something that kind of resembled 
  a Chinese character, cos I’m quite into that, that kind of thing…and cut that…my favourite 
  colour is green and white, so I just pushed along with that, and that was that…yeah, on, 
  on the day that time, it worked perfectly, so…the, the wheels were set in motion 
K  So, in terms of the emails that you got from them, did it keep to the timetable that they 
  said it would, or were you waiting around longer than you thought  
P02  Erm…no, they kept me in suspense quite long, after, after they sent you the first, first 
  email saying the bag is going to be cut…they said they were going to send you another in, 
  like, sort of two weeks, I mean, I expected to be waiting for like a month, and then a 
  month came, and then they were sending me the second email saying that my bag was 
  finished cut, and then it was, I was waiting for what almost felt like another three weeks, 
  after that, and that process was quite…quite frustrating, because I wanted, I just wanted 
  to have my bag before the year ended [referring to the academic year] because, I wanted 
  to show it off 
K  [laughs] 
P02  But erm…it was just waiting and waiting and waiting…I guess that could have been a little 
  bit faster, and they could have kept you more in the loop…probably send you like, after 
  your bag has been cut what they have on the website, to actually show your pattern cut 
  off the erm, cut off the tarp, and then have those pieces laid out so it was like, it looked 
  like, I mean, I understand the company are quite busy and have a lot of orders to 
  process…but I just thought something like that would have been really nice, to actually 
  see, like, inside the actual process 
K  Yeah 
P02  And how it’s, I guess…I don’t know if there’s corporate issues, you know, with showing 
  you, you know, it’s not rocket science but I don’t know if there’s issues with that, being 
  assembled 
K  Yeah 
P02  So I mean…something like that, I thought, would have been better, to sorta keep you, up 
  to date, instead of it being such a long process with sorta like no communication between 
  you and the company, you’re just sorta like up in the air, or even like if you could track 
  your bag, as it came to you 
K  Yeah 
P02  Like what you do with erm, Fedex packages…keeping, just to keep your mind in the loop 
  [mumbles] you know, you got two emails in a month you were waiting 
K  Yeah…did you find that you went back on the website once you’d placed the order? 
P02  Erm…er…the majority of time that I spent on the website…it was just, I was going on, 
  looking for a pattern, to cut…but after, after I’d done that, that they sent you a little link, 
  that showed you your bag…and I sorta just, that’s, that’s what I just kept going, I went 
  back to back to that link, and…just to, just to look at it…and then I sent that link to a 
  couple of my friends 
K  Yep 
P02  Just to show them what, what the bag would look like…when it finally came through 
K  And what did they say when they saw the link, did they like your choice? 
P02  Erm, they were like, [surprised voice] you’re a designer, this is what you want? But I told 
  them that, they told me that I could have gone for a red, or blue or anything, but why 
  green and white…that was the main thing, it was like, I’m not a showy person, I’m not 
  someone who sorta like, like…put my peacock feathers out and start strutting around and 
  stuff…that’s not me…when I’m excited about something you’ll know, I’ll show it, but, ‘m 
  just not a showy kind of person 
K  Yes 
P02  So I think the bag kinda like…the bags I guess sort of says something about me 
K  Yeah 
P02  I’m not…big and brash and showy…just simple 
K  I suppose that’s almost representative of the brand as well 
P02  Yeah 
K  It’s understated 
P02  Very 
K  Let me just check my list of questions so I don’t forget to ask you anything that I need 
  to…have you been back on the website since you got the bag, have you found yourself 
  going back and looking at tarpaulins again? 
P02  Yeah, I’m really jealous though 
K  [laughs] is the Goodyear one back? 
P02  [laughs] The Good year is, the Goodyear one is back, and they’ve got one from San Miguel, 
  it’s like like really, it’s got like that weird, strange pattern, those fine lines and everything 
K  Wow [laughs] 
P02  [laughs] [load groan] I I I I I, I wanted to shoot myself, shoot myself in the leg, sort of like, 
  they had this, this other one with like this, like this yellow [points to the colour inside his 
  bag] and like lines which were quite, quite thin 
K  Yeah 
P02  That would have been perfect [laughs] 
K  [laughs] It’s a good design though, I like it, I like the yellow inside…the hidden 
  detailing…What was…your favourite moment of the whole process? 
P02  Erm, besides getting my bag? 
K  [laughs] was that the best bit, when it arrived and you actually opened it? 
P02  Yeah…erm, that was the…that was…quite, probably the highlight in the whole process 
K  So tell me about what happened when it arrived, you said you got a phone call 
P02  Yeah, I got erm, cos when it arrived, I, I was in uni…and, I wouldn’t be able to get to them 
  in time, for them to come back…so, er, I got a call from UPS, he said he was outside, 
  waiting for me, waiting to deliver the bag…said he’ll put one of the little slips in, and then 
  we could rearrange, to be there, like, the next day, he’s come around…that didn’t happen 
  because, to be honest, I forgot about it [laughs] I was here at uni [stresses word] AGAIN, 
  but I was leaving, but I wouldn’t be able to get there by the time, because he made it his 
  last delivery 
K  Right 
P02  He probably thought I was throwing him for a loop…but erm, he then, after that, he just 
  left the, the, not the package…he had something for me, he left it…did he?...no, he told 
  me to leave the money, cos like, that was another thing as well, that was quite, quite 
  annoying…they have like on, on the fine print…it says like shipping and packaging charges 
  and after I’d paid for the bag I thought it would come like and that’s it…I wasn’t aware 
  that I had to pay, like, any additional charges, when the bag, when the package actually 
  got here…and that, that had me really angry…but then, then I was here, and Cecil 
  [university technician] told me that well, maybe cos it’s always usually in the fine print, 
  the stuff that you need to read…then when I read it I was like oh…I ain’t got no choice 
  now, I’ve got to pay it 
K  How much did you have to pay? 
P02  Thirty pounds…and I said what you making me pay another thirty pounds for? And it was 
  like, I told him, I told the guy that…I’ve already paid for that…I paid them and it said 
  shipping and handling…so I figured that the shipping and handling is everything inclusive 
K  Mmm 
P02  So, well, he just, that’s what’s, what’s on his erm, on his thing, said you haven’t read the 
  fine print…it can happen…but erm…yeah was I before, I lost my train of thought 
K  Er…when it arrived, and you, you were trying to rush home 
P02  Oh yeah, it was like the next day, and because I’m in halls [student halls of residence on 
  campus] I left the money with the erm, left the money with the caretaker…and then he 
  cake, he came and he gave him the package, and he took the money that I’d left there, 
  and when I got home that night, around seven o’clock, I went…picked the package up…did 
  a little dance 
K  [laughs] 
P02  Went upstairs…I woke up everybody, well I didn’t wake up everybody, some were 
  sleeping…but er, made a lot of noise, well we did, those of us in the kitchen, [mumbles] 
  was cooking, I just got my package, thought I’d take it inside my room, and I got it, and I 
  thought I can’t unwrap it inside here I need to share it, so I wrapped everything up…went 
  into the kitchen…and I opened up my bag, and I opened up the, erm, package and you 
  know, took a few photos…and…sort of like, showed my bag off 
K  [laughs] 
P02  I’ve still got some of these [velcro sound of his bag opening]…I think it’s really cool that, I 
  have, little bits still…where did I put them? [rustling sounds]…they gave me these little 
  things about the company…a little green handbook…and…maybe I left it at home…yeah, 
  probably I left it…but I mean it’s nice little bits like that…and there’s this little thing that 
  folded out like that [sound of paper rustling ‐ shows K a FREITAG leaflet] there’s this little 
  thing that’s sorta like folded out really cool, like that  
K  I didn’t get that [referring to FREITAG leaflet]…was it this one? [hands P02 the green fold 
  out label that came with her bag] that’s the one that came with my bag 
P02  That’s, that’s the one 
K  Aah, I didn’t get this [looking at leaflet] this is obviously the advert for the new bags…yeah, 
  I want one of these [laughs] 
P02  [laughs] What I think is, I don’t know what that’s meant to, er, signify…on all the images 
  on the net, there’s always those two guys wrestling, somewhere in the background…and I 
  have no idea what it means [both look at leaflet]…it’s on every, it’s like on every image 
K  [sounds surprised] Oh yeah 
P02  …Every one has got that thing on it, I, I really don’t know what it is or what it means…two 
  guys wrestling 
K  …It’s quite strange…so is this the kind of things that you would keep? 
P02  Well it’s still in my bag [laughs] 
K  [laughs] 
P02  I’ve had the bag for a while now…this is the sorta stuff I would keep, this is the sorta stuff 
  that I would put on my wall 
K  Yeah 
P02  It’s just that the only thing is, the thing is…it’s got two sides 
K  Yeah 
P02  Postcards…I’d probably turn these into…to get people aware 
K  I don’t know if you’ve received many emails from them? 
P02  After that…no…I mean, after the bag is bought it gets quite impersonal…erm, for me at 
  least, after you’ve bought the bag you’ve got these little things inside of it…erm, that was 
  it…I guess you buy your bag, there’s a little bit of communication between you and them, 
  during…but then afterwards its like thank you, thanks for your money 
K  Mmm…I saw the pictures of the packaging that it came in…what was it like, was it just a 
  plain cardboard box with the bag inside? 
P02  Yeah, it was…erm, more or less…it was just that, with the erm, their tape, and that came, 
  hmm what was it?...hmm, no I think it was…you know, I think there was another, 
  another…I think there was another box over it…but then that was like, that was like quite 
  thin, and just had the erm, the information on it…the Fedex or whatever 
K  Yeah 
P02  That was all it was, then, that came folded up [points to bag], was folded in half, and it 
  was just, was folded…in…folded in half…just inside the box 
K  So it’s not the kind of box you would keep? Was it fairly plain? 
P02  Yeah…if the box was made of the same things as that tape, and then like that had like the 
  F‐Cut something on it, and then it was folded quite coolly…but I guess like, the erm, 
  company and everything, the cardboard and everything, what it stands for, I guess it 
  fits…but I was…I guess they could do little more with the packaging…mmm…more than 
  just a plain cardboard box 
K  …ok…I like your sticker map…so can we have a quick review of what the pictures meant 
P02  Oh 
K  [laughs] They’re a useful prop…so the first visit to the website, was that when you first 
  placed your order? 
P02  Erm…yeah that was sort of like they first, when I first bought from them, this was, when I 
  first got the kit…and I went home, and sorta like, was sort of playing around with my 
  recorder, and playing around with the images and stuff…looking at the ones that were cut, 
  and then I went on and cut some to see what they looked like, and to be excited…erm 
  that was when I cut the purple bag…that I wanted…and this, this is just sort of like the 
  process with the erm, and then when I felt a bit frustrated, erm… 
K  Did you find that it was quite easy to find the pictures that…indicated how you were 
  feeling? 
P02  Erm…it was, it was, it was…no 
K  [laughs] 
P02  It was like, I know these were angry, but I don’t know if this meant sad, depressed, that 
  was hopeful, I sort of, sort of like really guessed, I just had, like a sort of guess 
K  I think there was no real secret meaning to any of them, the idea was just to give you a 
  range of stuff, so people can then interpret it in different ways 
P02  Yeah…erm, I put that one, I put that one in there, I wasn’t sure sort of like what that 
  meant…er, I felt, like, rain, but…I mean I guess because I got contacted by the company, I 
  felt a little, slightly protected, I don’t know, I don’t know if I was the big bear or the little 
  bear, that’s what that one exemplified 
K  Yeah…so this is quite useful, because as you talk to people about it afterwards, they often 
  forget how they were feeling at the time, and so it’s a prompt to help people 
  remember…it’s also quite nice when you get the pictures building up, you get a visual map 
  of what happened…so tell me about using the probe, what was that like? 
P02  Erm…it was kinda hard for me…cos, erm, it was just like finding, I know it was just like five 
  minutes a day, but finding that time, along with this…it was just that at that time when I 
  had the kit and the probe, I was still trying to find some place to reside, but I had a lot of 
  things juggling at the same time, and my grades were falling…at uni, I had a lot of serious 
  time management issues, during that time, so, I guess in all honesty, I didn’t have totally 
  enough time to sort of like, to sort of, to really engage with it fully…but I, erm, I, good 
  points I thought was the, the dictophone, that was quite a good thing…erm…yeah, the 
  diary… 
K  [laughs] 
P02  I know it’s just like, stars to tick and stuff, but, but for me, it was a bit, chorey…it felt a bit 
  like work 
K  [laughs] 
P02  And I’ve [stresses word] NEVER kept a journal, or..or, and that bit was really hard for me 
K  Yeah 
P02  And I think, I think, that, I came, I put it in my bag to say well alright, if I’m going in my bag 
  then I should see it 
K  Yeah 
P02  And I had it in my bag…to use it…and it just sat in my bag…and…sort of lost it 
K  [laughs]…that’s ok, one of the reasons that the kit has so many bits in it is because 
  different people respond to different, thing within it, so it’s very much a test of different 
  ways of doing stuff…so even the diary is the better version of the one that went out in the 
  pilot 
P02  Oh ok 
K  Which had a lot more writing to do in it…so it’s all about the evolution, so it doesn’t mater 
  that it, it didn’t work, because I can learn from why it didn’t work 
P02  Mm 
K  Now…what about the postcards, because I notice that a few people that have done this 
  haven’t actually posted them…which is interesting…not that it matters, it’s just interesting 
P02  Cos erm…well I just figured cos erm, I’m more or less coming to the same place every day 
  [where K works] 
K  [laughs] So you’re going to see me anyway 
P02  [laughs] Yeah it was like, what’s the point, what’s the point, why should I…post them, and 
  then you’ve got, erm...you’ve got a free er, what do you call them again? 
K  Stamps 
P02  Right…stamp to use 
K  [laughs]…erm…I like your pictures, I like the fact that you annotated them in a way that 
  was quite different to other people 
P02  Mmm 
K  It’s quite a, designerly 
P02  [laughs] 
K  Approach, which is nice, because it says a lot more than some people who didn’t put any 
  stickers on, or…had a little bit of information…you’ve interacted with the photos a lot 
  more…what did you think of the camera and the photo printer? 
P02  Erm…erm, it stands to be better…cos like the ones that I’ve printed off from my camera, I 
  used the erm, I used the connection [USB cable to printer] on all these [points to some 
  photos]…these ones, are from my camera…but I don’t think that the print quality, where 
  is it? The last one I think? There’s some pictures of a man or something like that 
K  [looking through photographs] Oh yeah, yeah yeah yeah yeah… 
P02  Have you got it? 
K  [still looking] I do know the one you mean 
P02  Cos when I printed them…the quality wasn’t, the quality wasn’t great…that’s one of them 
K  Yep 
P02  That, those, these ones, are quite, fuzzy 
K  Yeah 
P02  And...as much as, as cool as having a digital camera was, I don’t think the print quality did, 
  do, do justice, so it was…I just tried it on my camera 
K  Mmm 
P02  And it gave me a better, a better print…so it was, that was the main thing with that 
K  Did you like the photo printer? 
P02  Of course 
K  [laughs] 
P02  I want to keep it 
K  It’s very cool isn’t it…I’d not used one before I got them for the kits 
P02  Likewise, I mean it’s, that might be an investment…I just think that’s really really cool, I 
  mean especially if you, travel a lot 
K  Yeah 
P02  [mumbles] a tiny little printer like that…a lot of my friends thought that was quite cool as 
  well…they were all like [surprised voice] what is this!? And I told them it was printer 
K  [laughs] 
P02  And I get this weird look…it was great 
K  What is it you like about the figures? Because the figures came up quite a lot on the 
  websites 
P02  Mmm, the erm…I guess I just like the, the whole, these little figurines and stuff that you 
  have to assemble…I quite like the helicopter, it was [mumles], that kind of thing you know 
  the kind of ones where you have to put these little decals on, and assemble them with 
  glue 
K  Ah yeah 
P02  Those sort of things, I like, I like doing, but I could never do it at home because they didn’t 
  have them 
K  OK 
P02  They only had those large kits, which were, ridiculously expensive…as a kid I used to make 
  a lot of my toys like this guy [points to a black figurine on one of the photographs]…I used 
  to make…you know little twist ties that come on bread sometimes 
K  Yeah 
P02  I had, like, a range of little guys that actually had, like, four fingers, wrists, and joints and 
  all that, and I used to give them…sort of the silhouette…of an actual human 
K  Wow 
P02  I had a range of like, little ninjas and that’s what I used to play with 
K  That’s cool 
P02  I had toys, but I [stresses word] ALWAYS smashed them up…I have no toys from my 
  childhood right now 
K  [laughs] 
P02  I always destroyed all of them…but the twist ties were sort of like, perfect, get 
  everything…I had them in lots of different colours and stuff, so I had like red guys, with 
  like erm, yellow arms, and hands 
K  Wow 
P02  And feet and stuff…but those, those are all at home 
K  Yeah 
P02  So that sorta like turned into a hobby of mine, like just, just before I left high school  
K  Cool 
P02  I used to do it a lot 
K  Yeah, I like these figures, I hadn’t seen these figures before 
P02  That’s stikfas, stikfas.com 
K  Yeah I had a look on the website 
P02  Yeah, erm, Dwayne [a fellow student in his year group] er, on my course, he sorta 
  introduced me to them…he was like, he got this little figure, erm, from this, from this 
  shop in erm west, in Central London, and we were down there, and it was sort of like, 
  what are these? because I used to make these little things, and then I saw that, and it was 
  like, what are these!? And it was like, I get really jumpy and stuff when I see this sort of 
  stuff, I get, like, really, really excited and stuff, and I said, like, you’ve done the worst thing 
  to bring me to this shop 
K  [laughs] 
P02  Because I will go broke, right now, I, I was actually going to buy some of them 
K  Yeah 
P02  But, they were quite cheap, twelve pounds, but then I ended up paying thirty, because of 
  shipping and handling and…so I just, just took that one, but I’m going to go back to the 
  shop because they have one that’s like, fully poseable…so I’ll just take that one, and try to 
  redo it, and probably try to make some of my own men 
K  Yeah…how big is it? …or are they tiny? 
P02   No, no, they have big ones…it’s, it’s [demonstrates size with his hand] about that 
K  [surprised voice] oh right, they’re quite small 
P02  Yeah, they’re tiny 
K  Wow 
P02  That, sorta like sits on, like, you see the size of that star wars figure [points to something 
  on the shelf behind K]…he’s about that size…and I’ve got like a little thing in halls, that’s 
  where he’s sat 
K  [laughs] so he’s got a home 
P02  Yeah, and here [points to photo], he’s stuck on the walls, with a little bit of blue 
  tack…[speaks quietly] like spiderman 
K  Very cool…I saw one of your other website was erm, which was was it… 
P02  narutowire?...yeah I’m into anime, as well…I like er, erm, things like [mumbles] and 
  naruto, sorta like cartoons, the Japanese animation cartoons…and…I’ve got an addiction 
  for those…that’s…where I lose a lot of my time 
K  [laughs]…is that the inspiration, or appeal, of the Chinese characters do you think? 
P02  Erm…I’m not, erm, I guess it would have something to do with it…but…I’m not sure…if it, 
  if if if it sort of, directly links 
K  Mmm 
P02  Like with them, I guess it’s that whole kind of sketching, because like, sketching out all 
  those little characters, because like the dragon balls [?] was the bigger, the bigger one, 
  and I’m going to sound a little bit like a nerd now 
K  [laughs] that’s alright 
P02  Which I will not apologise for [laughs] 
K  [laughs] 
P02  Those characters, me and my friends, we used to sit down and we used to sketch a lot of 
  those in high school 
K  Right 
P02  We used to have like these little competitions to see who could draw them, like, just how 
  they were in the anime, and stuff, and we used to embellish like our own little, little bits 
  on them, sort of like try to mix characters and stuff…and I guess coming, stemming from 
  that, is where I am, sort of like got the interest in these, erm, sort of characters and that, 
  erm…I’m not exactly sure where the, erm, interest in Chinese characters comes from 
K  Mmm 
P02  I guess I just, I just like those sort of things…oriental…why, I’m still not sure…I guess 
  because growing up all my toys were made in China 
K  [laughs] 
P02  Well, you know 
K  If you could design your bag again, what would you do, what would be the new design? 
  You were saying you like the ones with, the, the thin details 
P02  I like the ones that would probably have…er…a little thin, as opposed to all thick lines, like 
  what you’d get with a brushstroke 
K  Yeah 
P02  And, I’d probably go for a different colour instead of the cream, because er, the bag, sorta 
  like makes these marks on the erm, like on this light colour 
K  Uh huh 
P02  So I’d probably go for a darker colour, maybe a, sorta like maybe, a brighter highlight than 
  what’s on the inside of the bag 
K  Yep 
P02  And then like that, the rest of the bag, would probably be, sort of like a deep green, deep 
  deep, like a, hunter green, with probably like a yellow, and a grey detail 
  maybe…something like that, something that wouldn’t show up the dirt so easy…that’s, 
  that would be my ideal bag…the green, yellow, and the grey 
K  So you have to keep an eye out for the tarpaulins [laughs] 
P02  [laughs], yes I do  
K  I think that’s all the questions I need to ask, so thank you very much 
P02  No trouble 
K  Thank you for coming in…a £50 Tesco gift card for you 
P02  Woohoo  
K  [laughs] 
P02  Er, can I do just one more thing? 
K  Yeah 
P02  Er, where’s the camera…[rustling sounds] 
K  Oh yeah, can I photograph that fold out leaflet that you’ve got? 
P02  Sure 
K  I haven’t seen one of those and it’s useful to keep a record of what they’re doing 
  [Lots of background noise, things being moved around and photographs being taken]     
K  I really want one of those bags [the bag on the leaflet] but they’re really expensive 
P02  Yeah, they’ve got a really cool side pocket 
  [Lots of background noise, things being moved around and photographs being taken]     
K  I like the fact that all of their stuff fits in with the whole image and everything…what did 
  you think about the emails, the style they were written in? 
P02  I…I loved it! Because I didn’t, I didn’t, I felt like I was talking to a real person…cos like 
  usually these things are like, quite generic…and you don’t get…it just feels like somebody 
  has sat down and just wrote like a, erm, just a generic piece, just like if you’ve got a 
  problem then do that…but it was quite quite personalised…that bit I really really liked 
  [Lots of background noise, things being moved around. P02 is photographing the yellow 
  pocket inside his bag and printing it to add to the probe kit]     
P02  I love the bag…I haven’t stopped, it has like, a special place…it sits on top of the fridge 
K  So it’s on display 
P02  Yeah 
K  Cool. And you’re using it all the time you said? 
P02  I’ve just…I’ve been trying to find different way, to use it…with the erm, with the strap at 
  the back 
K  Yeah I saw the pictures on your leaflet [rustling paper opening the leaflet] oh yeah that’s 
  for the other one…I think there are some on the website, that had different ways of 
  wearing it 
P02  Well…I use that as a body strap, and if you’re on the tube, I, just stick it on my leg 
  [demonstrates hanging the smaller strap and the back of the bag over his knee to lift it off 
  the ground]… 
K  Aah 
P02  I don’t know, there’s gotta be, more of a use for this...besides those three things 
K  It’s funny, because I never use that strap, I never think to use it…but maybe I should, 
  experiment a bit more with it  
P02  I mean, you just, well, you just use it for your laptop 
K  Yeah…pretty much…but I do want one of these big ones [pointing to the bag on the 
  leaflet]…one day 
P02  That’s the only thing that puts me off from getting another one, is, is the price really… 
K  Yeah 
P02  I know what I’d pay for it, and I know when I get it I wouldn’t be disappointed, but…it’s 
  having to pay for it 
K  Yeah 
P02  That’s, that’s sorta like the main concern 
K  Yeah 
  [background noise putting the printer and camera away, and velcro sound of his bag 
  being opened] 
K  So thank you again…just so you know, what I’m going to do with the information is, 
  obviously it’s going to go into my PhD, but it’s al being made anonymous, so no one will 
  know it’s you, there’ll be no personal details or anything like that…erm, would you also 
  like me to send you copies of stuff, I’m also writing things like conference and journal 
  papers? Are you interested? What I can do is make it available if you want to see what’s 
  been done with it 
P02  Yeah, erm…it’s no something you can put up on Flickr? 
K  Er…no, it will be things like written conference papers with some of the photographs, so it 
  will include things like quotes from interviews 
P02  Cool 
K  So, I’ll email you when I’ve got anything suitable 
P02  No problem 
K  So thanks again for your help  
    
 
 
 
 
 
 



Main study P03:    Probe activity data 
 
Transcript of voice recorder data within the probe kit 
 
Transcript completed by Kate Herd.  
15 separate recordings taken from an Olympus VN‐2100PC voice recorder.     
 
(…indicates a pause in the conversation) 
Gender key for conversations: 
 
X   male 
 
26.03.09  00:42  Length: 33:37 
P03  “Right, yeah, so I’m on the site…erm, NikeID, and erm, buying a boys shoes, so I’m going 
  to, men [website sounds]…and…[website sounds]…mmm, interesting…er…[website 
  sounds]…not football, not, normal, normal footwear isn’t it…it’s normal footwear isn’t it? 
  I’m going through the list of…erm…options under mens section, I’m choosing 
  footwear…cool, oooo [website sounds] and it gives me a list of, all the different 
  trainers…but that’s for men” 
X  “Yeah, but he will be mens, it’s fine he’s six 
P03  “Ok…kids, kids…then I’m going to kids, there’s kids here” 
X  “Ahhh” 
P03  “So I click on kids, ah, that’s…mmm…[website sounds]…probably this one is more suitable, 
  I’m seeing…erm…the Nike Lunar trainer, plus ID, running shoe, for kids, I do quite like that 
  one for him. This one I don’t like because it’s too…this one is…no…. 
X  “It’s nice” 
P03  “This one is simple, I’m choosing something simple. I’m clicking on 
  it…erm…waiting…waiting…hmm…ok, so it’s erm…it’s a green trainer, blue and black, but 
  I’m going to customise it, and it has these little air holes, it’s quite cool, do you think?” 
X  “Yep” 
P03  “Ok…so…ah yeah, I’m clicking to start blank…and…what am I getting…erm…ok, yeah, what 
  I’ve done, I’m now pointing the cursor on the shoe, so it’s literally bringing up, erm, a little 
  dialogue box that shows me, erm…the name…the name and the parts of the shoe, so I’m 
  going to click on the base…and it pops up different colours, so I’m going to choose my 
  colour, and I’m choosing…erm…red…hmmm, no…no, no, I think I’ll choose, what was the 
  colour before?” 
X  “White” 
P03  “White…I’m choosing white for my base…er…I’m going to the eyes [can’t hear the word] 
  and I’m going to choose red…I suppose…I don’t like how that looks…er, anyway I’m    
  continuing, I’m going to…the accent…accent, red. Hmm…I don’t like this trainer [laughing]” 
X  “Change style” 
P03  “Er..ok,no…er…but then again the, the mouth is fine because the mouth is wide, cos 
  [participants son] is er, that’s my son’s foot is wide, so it needs to be. I think to be 
  sensible…it needs to be…wide at the mouth, so I’ll go along with it” 
X  “Ok, if you like it” 
P03  “Hmm, I think so, yeah, yeah he would, hmm…hmm…shall I…shall we go back? I’m going 
  to” 
X  “Yeah, if you don’t like it go back” 
P03  “Yeah, maybe I should…er…no no no, it’s fine…er…[laughing] I think I’m going back, just a 
  minute, I’m going back, I’m going back” 
X  “The price at the beginning was 83” 
P03  “Yeah…let’s just, let’s see what the others…I’m coming out of this one…does this get me 
  out?...yes, close…ok…I’m heading for another trainer instead…erm…what about this 
  one?...erm, er..they’re the Nike Zoom…[website sounds]…the Nike Zoom T5…that’s 
  alright…erm, I’m kind of like looking for my design, I’m a bit indecisive now…erm…ok, I 
  think this one…I’m not going into kids, I don’t think…I don’t like this one at all” 
X  “No I don’t like that” 
P03  “This one is 83” 
X  “That’s the one you had isn’t it?” 
P03  “Yeah…but I don’t like that…kids don’t have much really…I’m going to the mens one and 
  pick” 
X  “Yeah, cos if he’s six” 
P03  “Yeah…yeah, ok I’m going to choose another trainer…erm…I am going for the Nike Zoom 
  T‐5, CT iD boot… that looks nice, ok I’m clicking on that…and…I’m waiting…hmm funky…er, 
  don’t know if I like that 
X  “So go back” 
P03  “[laughing]…I think, what it is, it’s when…I’m looking at it from a thumbnail, and when it’s 
  up, you know, when I click on, on the thumbnail 
X  “When it comes up it’s a different angle as well” 
P03  “Yeah, I don’t quite like, how it looks…so I’m going back to choose another…trainer…I 
  think a lot of boys are wearing this one…[website sounds]…er…I’m still 
  choosing…erm…no…which was this? Footwear, this is normal footwear isn’t it?” 
X  “Yeah” 
P03  “Er” 
X  “What’s he going to use it for?” 
P03  “He’s going to use it for just normal, er, walking, just just casual wear, going out, so I 
  suppose it’s just footwear isn’t it. I’m going to try this one, the F, the Nike Zoom T‐5 FS iD, 
  right…er, this is more or less, this looks the same…no it is, it’s different, I like this, well it’s 
  different, this, er, lacing is at the side, and I prefer this soling, what do you think? 
X  “Yeah, yeah, it’s the laces that look good to me” 
P03  “Yeah, what do you think of this?” 
X  “Yep I like that one, definitely” 
P03  “Ok, so I’m going to click on…start blank…mmm…should I, should I start blank, white?...no, 
  I like this blue actually…I’m not going to start blank, I’m going to…I don’t know, the lace 
  white…and I’m going to the colour…red, definitely red…and I don’t like how that look. 
  Outside base probably white…mmm…mmm, I suppose…I’m not too sure” 
X  “There’s more colours there isn’t there?” 
P03  “Mmm, yeah, I think I’m just…I still…the outside base is not much colour, so I’m going to 
  try the yellow, how does the yellow look?...mmm…mmm a bit too funky…aaah that’s 
  nice…I like that, ok…the swoosh…now that should be in mmm…you see that should be in 
  red, that’s nice, I like that” 
X  “Yep, definitely” 
P03  “Hmm…yeah…ok…that’s nice, the swoosh red, the colour red, the outside base 
  black…the…lacing…white…I think it’s nice. What’s left, what’s left? Erm…no that’s the 
  outside base still…outside base…mmm now let’s see what’s left, to design…the tongue, 
  the tongue…the tongue…ooo interesting I like that, I like the view. I just clicked and 
  erm…it gave me, like, the front view of the trainer, what’s it’s going to look like, 
  erm…what shall I put the tongue in, red?” 
X  “Yeah, try red” 
P03  “Er…it’s already red, it’s ok because I want it to match, let’s see blue…er…the tongue blue, 
  this blue…it’s not doing it” 
X  “Is it not working?” 
P03  “Erm…ok, erm…the medal [referring to the medial iD] iD…oh that’s nice…same blue 
  again?... 
X  “Is that, inside base?” 
P03  “Inside base…oh…black…what’s this bit here?...The iD, ok, erm” 
X  “The iD inside…no” 
P03  “iD inside…” 
X  “That’s that…it’s up there at the top” 
P03  “The tongue, I think that should still be red actually, the tongue” 
X  “Yep” 
P03  “Yeah, I’m going to leave that red, and then I have the medal iD” 
X  “Now once it’s done, you change the text, so this is iD, is iD just a colour” 
P03  “No no no, no, it shows you what, what I have…meaning here…that’s ok, minimum of ten 
  characters, so I’m going to type in my sons name actually…yeah, I’m going to type in 
  his…surname…or should I type I his, actually” 
X  “[mumbling] his full name in” 
P03  “I can put G…G [says surname], show me…I’m going to click on that…your iD choice is not 
within   our guidelines…all iD choices need to follow our customisation policy” 
X  “Is it at least ten?” 
P03  “Oh right…so type in the full thing, yes” 
X  “Yeah” 
P03  “Ok…[spells name aloud] [typing sound], no, see, mmm” 
X  “Why isn’t it letting you do it?” 
P03  “Look, it’s not allowing me to type any more…so that’s 1 2 3 4 5 6 7 8 9 10, ten words 
  there” 
X  “Ten” 
P03  “Yeah…mmm…see if I put G [says surname], let’s see, show me…that’s what I put 
  before…ok let’s  just put Rogers…oh sorry, let’s just put [says surname] and see what 
  happens…’cos it’s really hard, show me…I think I got it there…hmm…” 
X  “Where is it?” 
P03  “It’s there, it’s very subtle” 
X  “Oh right, yeah” 
P03  “Ok, that’s ok…erm, I’m trying to” 
X  “There’s another iD, medal, medal iD, where’s that going?” 
P03  “Where?...that’s what we did, the medal iDs, the name…erm…ok, that looks…that looks 
  funky, I like how that looks, it’s very trendy, very funky. It’s…I suppose you don’t agree 
  with me, but I like it [laughing]” 
X  “[laughing]” 
P03  “It’s erm, it’s a trainer…and it’s, erm…black…red…white…and yellow, but I’ve not seen 
  why this bit is yellow, I haven’t choose this, erm, colour yellow on one side, erm…oh there 
  is one more, there is more to go…see it’s nine out of erm, nine out of” 
X  “That’s interesting, where does it show that” 
P03  “Look, nine out of ten” 
X  “But what else do you need to do?...” 
P03  “…I’m going to view it some more, just look at more views…ok…er…nine out of ten, I’m 
  seeing a progress [coughs] bar that shows me erm, how far I’ve reached in the design 
  stage, so I’m nine out of eleven, so that indicates that I probably need to, er, erm…there’s 
  something else that needs changing in terms of colour, so I’m…kind of looking around…to 
  see…the tongue iD, I did that, did I not” 
X  “Yeah…that’s…” 
P03  “I did…this…”   
X  “There…” 
P03  “I did choose that, look it’s already there…the heel, that’s it…aaah…interesting, ok I can 
  colour the heel, wow…white…oh cool [laughing] I like that, look…the white bit shows up 
  here” 
X  “There and there” 
P03  “Mmm, yeah, I’ll leave that like that, and the tip, see, apparently it indicates the part I did 
  not, erm, lets see the tip…see the part I hadn’t, designed, stays in black 
  apparently…erm…the tip in white as well…yeah” 
X  “Yep” 
P03  “Ok” 
X  “But isn’t it sa [cut off by P03]” 
P03  “No, I know…let’s see, yeah, it’s still saying nine…inside base…what’s that now” 
X  “How do you know what’s actually, what you’ve actually got to fill in” 
P03  “I’m going to move the view, to see what, to se how it looks, hmm interesting, 
  er…right…hmm…I’m not too sure…actually I need to zoom because I’m not too sure this, I 
  need to change a few just now, more views…yeah but I don’t want that to pop up 
  there…erm, what I’m, what I’m doing at the moment is I’m looking at the view, the 
  different views to see the, how my trainer looks that I’ve designed…but erm…there’s a 
  box that pops up that shows me, erm, the two…the trainers in two pictures, but I want it 
  like a, a, like a really big version of it…to literally see…but I..er…I’m going to attempt to 
  change the view of the trainer again…er…there, look, ok I’ve gotten it just using the arrow 
  and it’s turning the trainer around. That’s quite cool actually…oh that’s nice…this is a nice 
  trainer” 
X  “But what’s that, is it still nine out of eleven?” 
P03  “Yeah, I suppose, but that’s ok…I’m, I’m satisfied…it’s still, it probably will tell me more, 
  what’s, what’s left, isn’t it, like from before…probably this is, probably this, but I like this is 
  just it, but I like this I’m satisfied, just this, just red, white and black…erm, so I’m  satisified 
  with my design, it’s really nice” 
X  “[mumbling] you have to do…” 
P03  “Yep, I’m going to choose the size, and…United Kingdom…and gender, male, men…size, 
  god I don’t know, [sons name] width…size of hoof is big [laughing] so I’m choosing size 6 
  to be safe…cos he’s constantly growing, so…I choose size 6, erm, width, oh god…regular, 
  regular…yeah, width…it’s my accent [laughing]” 
X  “No…because I thought you kept saying earlier that he has wide feet” 
P03  “No, well, he [coughs], it’s not that he has wide feet, I think that his feet is average, but 
  erm, I suppose to be sensible he ought to aim for wide mouth, any, trainer…erm” 
X  “It’s still saying 9 out of 11 though” 
P03  “Yeah, that’s ok, I’m satisfied with my design what [mumbles] T1…erm…I’m going to turn 
  it, ok that I’m still going to turn it to view my final view of it…oh this is nice…I’m not too 
  sure about the yellow bit…[gasp] oh what’s, oh nothing nothing nothing…no, it’s erm…I’ve 
  clicked on, I have to be careful. This is nice” 
X  “What about the yellow bit?” 
P03  “No, I think that looks nice like that, because there’s a bit on the trainer …that originally 
  had a piece of yellow, and once I’d designed everything in my colour, this, piece, this 
  yellow piece, stays there, and I think it’s, obviously I erm…kind of goes by trials and error 
  here to see erm, let’s see, inside base…no that’s not it, oh it tells me the tip, yeah it shows 
  me exactly, once I’m pointing it shows me where…the swoosh is red…no...apparently it’s 
  still saying it, I like it” 
X  “It definitely is [mumbles behind P03 talking]” 
P03  “I think it’s very nice. Huh?” 
X  “So how do you pay for it?” 
P03  “I’m going to add to cart…the yellow makes it interesting as well, I like it like that” 
X  “Go on, you’ve made your mind up, go” 
P03  “This is nice…erm…so add to cart...and…it says something here…erm…choose an iD, if, if 
  your purchase is more than one…hmm…iD tongue, ok cool, you you’re choosing an iD for 
  the tongue” 
X  “Yep” 
P03  “[laughing]” 
X  “It’s the same” 
P03  “No, what did I put? Erm, [says surname], did I not?” 
X  “You did” 
P03  “Yeah…so I’m going to put [says first name] for the tongue now…oh…” 
X  “What’s happening, how many characters can you put in there?” 
P03  “Er…minimum of two so I’m going to put GR…initials for his name…oh I can put the colour” 
X  “Yeah” 
P03  “Colour colour colour colour colour, no red, red is not good…[loudly] oh perfect, this is 
  nice! Love it!...this is nice, white on the red. This is nice” 
X  “Are we another stage done?” 
P03  “Oh right, that’s 10 out of 11 apparently, cos like until you’ve finished erm, so probably 
  the cart will tell us, ok this is cool…erm…got that bit done, the iD on the tongue, and 
  erm…if I click on add to cart again, probably it my pop up the final bit isn’t it cos it’s 10 out 
  of 11…aaah I did not put the colour” 
X  “Oh for [says surname]” 
P03  “For [says surname], which is brilliant…erm, should I try white…aaah this is nice, or should 
  I try red on the black, no no no” 
X  “What about yellow?” 
P03  “Oh yeah because…hmm…mmm don’t know…it’s nice, either white, or yellow, for the erm, 
  the colour of the iD…erm…oh this is exciting…erm, what do you think? Because it matches, 
  because the yellow is on, on the bit out, so isn’t it, so probably I should put the, er, the 
  name [says surname] to match it, let’s see how the white looks…hmm…no, yeah you’re 
  right, the yellow…no that looks uniformed” 
X  “Yeah” 
P03  “Perfect, 11 out of 11, that’s my design done there…and erm, I took [?] out, this product is 
  custom made and delivered to you up to four weeks…ok, erm, I’m waiting…I’m 
  waiting…and I’m waiting…oh!” 
X  “What’s it saying” 
P03  “Wait, wait wait wait wait, erm…” 
X  “A hundred and twenty seven quid!” 
P03  “No, because, no no, yeah yeah because I did…I like, which one do you like?...Do you like 
  this one?” 
X  “Oh hang on which one did we do, what did we just do” 
P03  [talking over X] “this one, this…” 
X  “the one with the black and yellow, that one” 
P03  “Yeah” 
X  “Yeah that one” 
P03  “But this one is quite nice as well, no this was the yellow first, and that was just trial” 
X  “Yeah yeah” 
P03  “And error isn’t it, shall we just choose” 
X  “That one, cos can’t see the yellow on that, but the yellow is round the other side” 
P03  “Yeah, but this is quite nice, and this is leather as well so I’d rather this so you can clean it” 
X  “The white’s going to show the” 
P03  “Mmm…[website sounds] ok so I’m going to proceed to checkout, and it looks 
  good…erm…I’m waiting…and I’m waiting [laughs]…ok, erm, please be advised that a 
  return option is available on all Nike products where applicable, ok I’m going to checkout” 
X  “I’m surprised that it’s, why is it six thirty two, oh is it postage?” 
P03  “Yeah, what? postage?” 
X  “It says 63.60 there and then 70.10 there” 
P03  “Yeah I suppose, yeah…erm…ok yeah, yep, yep…iD, [says surname], GR, oh this is 
  brilliant…I think I want one for myself actually…no I don’t want those trainers back [laughs] 
  anyway, I’m going to checkout [whispers] I’m not supposed to be talking, email, I’m typing 
  in my email, so…just a minute…it’s very tiny 
X  “Yeah but that, that says members log in, you you” 
P03  “Oh” 
X  “You” 
P03  “Ok ok ok…I’m going to new customer, not registered checkout, yeah…[sigh] I have to put 
  in details, ok, erm” 
X  “That’s not too bad” 
P03  “Yeah, ok it asks for my first name which I’m going to type in…[says first name]…and, my, 
  last, name…[says last name, laughing]” 
X  “Oh come on [p03s name] [laughing]” 
P03  “[laughing] My address, are they posting it to me really?” 
X  “What do you mean?” 
P03  “I would rather go in the store and collect this” 
X  “Why?” 
P03  “I don’t know, I just feel, I just feel like I’ll miss it, you don’t want to miss your order…I 
  suppose they’ll leave it with the neighbour, as they normally do when they do this 
  stuff…anyway…so I’m typing in my address…I mean, you don’t want to miss something, 
  you don’t want to miss it do you…erm…right [mumbling parts of address whilst 
  typing]…er…I’ll give them the old mobile because I can’t even remember my proper 
  mobile, so…right, I’ve just punched in right, erm…I’m checking my details to see if it’s right 
  because I don’t want to miss this [laughs] lets get it delivered to the right 
  place…erm…right…allows 21 standard, oh allows 21‐28 business days, so what, that’s a 
  month then” 
X  “At least, yeah it’s about a month” 
P03  “Yeah, I suppose, yeah, a month is alright…I’ll tell him a month is how fast [mumbles – 
  can’t hear] isn’t it [laughs]…I’m pressing continue, oh what’s happening here? Oh right 
  right right payment, ok, so I’m going to the payment…erm…yep yep…yep…so I’m going to 
  the card number bit…erm…ok…er…I think this would be good as a present, you 
  know…ooops I’m not supposed to say my [typing sounds]…I’m just checking to see if I’ve 
  put my card details in right, so…oh, 6, ok, ok I’m still erm…punching in my” 
X  “[mumbles something]” 
P03  “No, probably because I haven’t…er…yep, yeah…and yeah…I’m punching in the expiry 
  date…erm…right…and now I’ve got to punch in the security code…yep…and…what’s this?” 
X  “The billing address” 
P03  “Ok, the billing address, my billing address is the same as my delivery address, so I’m 
  going to tick that box yes? Yep…yep, erm…billing phone…ok, er but I’m just going to put 
  the same” 
X  “The same” 
P03  “Telephone number isn’t it…mmm…ok I’m just punching in my contact, erm, telephone 
  contact [mumbles numbers whilst typing]…ok…and er…email address I’m going to put 
  that it, erm [typing sounds]…erm…send me email updates of new products and 
  promotion, don’t know…probably…er…er submit order…I’m waiting…ok it’s saved details, 
  it’s popped, the screen pops up that says save details, should I? Yeah I suppose isn’t it, 
  yeah, I’ll just put a password…erm…putting in my password again [typing 
  sounds]…erm…you’re boot city [laughs]…my, my name of my first school…er…[typing 
  sounds]…and…gender, female, do I have to put in date of birth?” 
X  “[laughing]” 
P03  “[laughing]…right, yeah, apparently” 
X  “Shall I shut my eyes” 
P03  “Yeah you’d best [laughing]…It don’t have to be right you know” 
X  “[laughing] yeah” 
P03  “[laughing] I’m not sharing my date of birth…[laughing]…save my delivery address…save 
  my billing address…save details…and I’m waiting…and it says, erm…delivery one, [reads 
  name aloud], der der der, my address…and it gives, probably the invoice 
  now…erm…and…my order number…and it says your order has been placed, successfully 
  placed, and you receive your confirmation…confirmation email of your order 
  details…and…yeah, and it’s twelve, 16 minutes after twelve and erm, that’s my design 
  product finished and this is the end of my...well” 
X  “Broadcast” 
P03  “[laughing] I’m going to shut off now [whispers] is that it?” 
X  “[whispers] yes” 
P03  “[whispers] no no no you turn it off by pressing up, oh dear, I er…stop, oh dear…it’s 
  clearly labelled here [paper rustling]” 
X  “[whispers] press stop, yeah, press stop, turn it off” 
P03  “[whispers] turn it off, full stop...now it’s on hold” 
 
15.04.09  20:12  Length: 1:17 
“Hi, my product, erm, trainers, my trainers arrived today…erm, I felt very impatient, erm, I wanted 
to rip open the package but I controlled myself, erm, I was at home alone, on my own when it 
arrived. Actually, it did arrive yesterday, but I was not at home so, they attempted 
today…erm…the trainers is very cool, very nice, great...it’s…a bit, well, better than I expected, erm 
it’s like spot on, really spot on I had some sort of doubts whether it would turn out the same but 
it’s spot on as I designed it, it looks the same as the erm, as when I saw it online…and the only 
thing is that the red, thought the red was going to be a bit darker, but it’s just a lighter colour red, 
so I’m assuming that’s how it appeared on erm, online, erm…and…it’s great, I feel excited…erm, 
it’s very nice, very cool…and this is all, bye” 
 
 
 
Transcript of written comments 
 
 
DESCRIBE IT: 
Why design it today? 
I’ve finally found the time and remembered to do so 
 
Describe your day so far in 20 words or less… 
∗ worked hard 
∗ had a peaceful day 
∗ had a progressive day 
∗ got a lot of stuff out of the way, that I left on the back burner for ages  
 
The thing you’re most looking forward to is… 
Getting the product and designing it 
 
You’re buying it for… 
My 12 year old son   
 
What I think the experience will be like… (between now and when it arrives) 
Exciting, different, impatient 
 
I think it will arrive on… 
No later than 26th April   
 
25.03.09  Pleased and satisfied with my design. Pleased that it looked good and I designed it. A new 
    and exciting experience 
27.03.09  Company emailed to say order has passed, a bit more excited to receive this info 
01.04.09  Anticipation grew a bit more as we’re into April, the month my product arrives! 
08.04.09  Received an email from the company stating that my order has been shipped. Surprised  
    because was not expecting product to be shipped so soon 
14.04.09  Company emailed my invoice; nothing special really. Said my order has been shipped;  
    they already mentioned in a previous email 
15.04.09  Filled in diary at the start of the day, stars indicate how I felt at the time. Inserted  
    ‘shocked’ later on when product arrived. Arrived before time stated originally. Did say  
    product was shipped but still did not expect so soon 
 
 
Task Cards 
Describe it – what makes me different: 
∗ Remember all dates and numbers – can easily remember a strangers birthdate 10 yrs later on. Just 
have a sort of elephant memory with these things; also don’t forget personal conversations 
∗ Don’t like being told “good luck” arrgh 
[date: 09.04.09] 
 
Describe it – your most frustrating experience… 
Hilarious! Too personal to mention… 
Your best experience… 
[Blank] 
[date 09.04.09] 
 
Describe it – people customise things because… 
∗ Want to be different/unique 
∗ It fulfils their aesthetic needs 
∗ They want to make a statement about themselves 
∗ They want to be proud of their own work 
∗ It gives them the opportunity of owning a perfect product and a sence of satisfaction 
[date: 09.04.09] 
 
Describe it – a brand that stands out from the crowd… 
Apple Brand (plus a drawing of the logo) 
[date: blank] 
 
List it – choose five words to describe the company you’re buying you’re buying your customised product 
from 
1. Official; leading supplier 
2. Popular 
3. Manufacturer training/sports equipment 
4. Specializes 
5. Sports wear/gear experts 
[date: blank] 
 
Describe it – the best present I ever received was… 
My son 
Because… 
Unique, special, got a gift where there will never be one of its kind to be made ever again! 
 [date: 19.04.09] 
 
Draw it – something I have customised or would like to customise… 
[drawing of a pair of glasses] 
[date: 19.04.09] 
 
Draw it – a map of my life 
Add scan here 
 
 
Postcard Stickers 
Capture it – something that inspires me:   
Books 
Date/product purchased: 
[postmark: can’t read ‐ date received: 30.03.09] 
 
Capture it – Something I like: 
Emma Bridgewater products 
List it – her are five random facts about me 
1. Have a passion for design 
2. Love reading 
3. Interested in tech, education and children 
4. Like to shop 
5. Like socializing 
 [postmark: 14.04.09] 
 
Capture it – My favourite product: 
[photograph of a collection of perfume bottles] Alien – Thierry Mugler 
List it – here are my five favourite websites: 
1. www.habitat.co.uk 
2. www.dutchbydesign.com 
3. www.barkerandstonehouse.co.uk 
4. www.mychild.co.uk 
5. www.shoestudio.com 
 [postmark: can’t read ‐ date received: 20.04.09] 
 
Capture it – something frustrating: 
[photograph of two household instruction leaflets] Fitting and building instructions 
Describe it – my pet hate: 
[blank] 
[postmark: 21.04.09] 
 
 
WOOHOO ‘it’s arrived’ 
Favourite moment: 
When the product arrived and opening the package 
Funniest moment: 
Tried it on although it is my son’s trainers. Thinking I can borrow it from him. he he. 
Most interesting moment: 
The look on my son’s face when he saw the product with his surname and initials on it 
Worst moment: 
Had no worst moment; except I wish my son was there to open it up himself 
Moment that exceeded expectations: 
Seeing how the name is embroidered on the trainers  
[writing tippexed out underneath can just about be read: Seeing the name on the trainers. For some reason 
I thought the personal name would be printed on trainers knowing that eventually {indecipherable} and 
tear it will fade Instead the name is embroidered on the trainers, this will definitely last] 
Bit that made me smile: 
Opening the package and seeing how awesome the trainers looked 
Most frustrating moment: 
I had no frustrating moments 
Anything that was not as you expected: 
The shade of red on the trainers. Thought it would be a deeper red as it somehow appeared on line 
The one thing I would change about the product: 
The bit that says ‘Nike Zoom’ that’s located on the side heel of trainers 
The one thing I would change about the experience: 
Ensuring that some‐one is with me when the product arrives 
The thing I’ll tell people about: 
You get the product exactly the way you designed it. Same as it appeared on line; perfect! 
 
 Transcript of post‐probe interview 
 
Transcript completed by Kate Herd. Recording taken from an Olympus VN‐2100PC voice recorder. 
Interview date: 29.04.09, 15:45pm 
Interview location: Kate Herds office, Middlesex University, Trent Park campus 
 
P03 brought the trainers with her but not the packaging. She also brought three photographs that 
had been taken with the probe but not included in the returned kit – these had been retaken to 
achieve what she saw as ‘better’ photographs 
 
(…indicates a pause in the conversation) 
 
  
K  Ok, all I want to do is…it’s just a case of talking a bit more about what happened, and to 
  get a bit more insight into what it was like for you, and the things you did, so, I’ve got a 
  checklist to remind myself of a few things I want to ask you as we go through the 
  interview. I thought I would bring the probe so we can have a look at some of the stuff 
  that you did…so, overall what was the experience like? 
P03  Er…should I say interesting, interesting, exciting…that’s how I would describe it, yeah, 
  good. 
K  Talk me through what happened, the things that you did 
P03  Erm…ok, are you talking about like buying the product? 
K  Yeah, the whole 
P03  [speaks over K] Ok 
K  Thing 
P03  Ok because I must admit [laughing] that I went online before, before I bought the product, 
  and I was like testing out, and stuff like that, and erm…I did not originally go to the 
  erm…the Nike, iD site, I went to the other one…er I can’t remember…Mongolian… 
K  Oh, the PUMA 
P03  [speaks over K] yeah the PUMA. And I found it…erm…[sigh] a bit frustrating, there, yeah…I 
  was like, oh it’s taking too long to load up, and what now and all of the, the colours was 
  nice, I mean, that was too confusing, and I went on this site and it was like yes 
  straightforward this is nice, and the flash images I loved, and I played around with that a 
  bit to see what it looked like, erm with the different colours and stuff like that, erm…so it 
  was just yeah it was exciting as you…as I think you already notice on the [mumbles 
  something]...I was a bit frightened of buying…so it…online…erm looking at the erm…just 
  the designs and the…well, I was mucking around with the colours and this…but erm, 
  different, I never knew of this  
K  Right 
P03  Erm…until you told me I could design it, never 
K  You didn’t know about any of the companies at all? 
P03  Well I know about the companies but I never knew you could design your own, your own 
  stuff, so I thought that was like [stresses the word] REALLY…I think that was the coolest 
  [mumbles then laughing] 
K  [laughing] 
P03  Adding your own colours, doing your own thing…just seeing how it looked...you can, you 
  know…test, and have a view, you know…and…that is…that is exciting that bit 
K  Definitely 
P03  Mmm 
K  Did you find yourself, once you’d ordered them, did you go back to the website after that 
  and have a look? 
P03  Actually I did not, I mean, did I? did I? I did not, erm, I didn’t. I would go back for myself 
  though 
K  You’re going to buy yourself a pair? 
P03  [speaking over K] yeah yeah, yeah. Definitely 
K  [laughs] 
P03  Erm, but because of how things were, and my, the, I did not, but if I were, probably…more 
  relaxed, and had more time, I would DEFINITELY get myself a pair…erm, yeah…definitely 
K  [laughing] 
P03  But yeah, probably in future I would…go back to the site again   
K  Do you think it helped having someone with you when you were designing it? 
P03  Yeah…definitely…erm…it was more fun…you know, I can talk to someone…you know, 
  what about this 
K  Yeah 
P03  And it’s more fun than being on your own…also when it arrived…I wish someone was 
  there with me as well, it would have made things more [stresses word] EXCITING, you 
  know, but erm…it’s kind of like…I suppose you can tell, because when I…dictated when it 
  arrived, it was very short, in comparison to what it was [laughing] 
K  [laughing] 
P03  I think it’s more EXCITING to have someone, it’s like ah you know, and you know, you 
  know, catching more and more conversation 
K  Yeah…I was interested on one of your cards you wrote that one of the things you found 
  frustrating was building instructions 
P03  [stresses] I HATE 
K  [laughing] 
P03  ANY SORT OF INSTRUCTIONS…whatever, I just want to, anything I buy…in terms of like, 
  let’s say, IKEA…let’s assume the thing is, erm…assembling a cupboard…erm…I just wanna 
  just, do what, you know what, I really want, I really try to like…locate this… 
K  [laughing] 
P03  Oh right I remember one time I’m assembling something, I had one screw left, I was like 
  no something is wrong [laughing] 
K  [laughing] 
P03  It was like, no, I have one this screw left…and I HATE it, I hate just, just things like that, 
  instructions, manuals…[speaks slowly and loudly, stressing words] DON’T LIKE IT AT ALL…I 
  don’t generally read manuals, in terms of do it myself, it’s like, oh, something went wrong, 
  then I go back and read it…THAT’S frustrating 
K  So were you doing the same on the websites, just 
P03  [speaking over K] Yes 
K  Using them, and then not 
P03  Yes, I guess that’s what it was [laughing] 
K  I think most people do 
P03  Yeah 
K  I think that’s the way it works 
P03  [laughing] 
K  [laughing]…what about you son…when you got them, you said that that was one of the 
  best things, when you saw his face 
P03  Yeeeaaah, yeah, he was like…WOW when he saw his name, because he doesn’t carry the 
  same surname as mine 
K  Ok 
P03  So [mumbles something] his surname, [says surname], and he didn’t open it up yet, it was 
  like this, it was on this side [holds the shoe on it’s side so the name is facing downwards] 
  in, in the package, and it was like [loudly and enthusiastically] WOW COOL [laughing and 
  speaking enthusiastically] and he took it he just, and then he saw the GR which stands for 
  [says name] and he was just, you should have seen the grin on his face 
K  Aw 
P03  THAT was nice, I…felt, when it arrived he should have been there to open it up 
K  Ok 
P03  But I’d put everything in its original packaging so he could, open it up again, but the look 
  on his face 
K  [laughing] 
P03  Was just, just priceless 
K  And how was he with the fact that you’d designed it, did he like the colours, the choices? 
P03  Yes…yes, yes yes…I thought as well, erm when I…was…then again I wanted it to be a 
  surprise…erm…it would have been, probably longer…if I make him design it himself…yes, 
  trying and trying, I tend to be more quick but…if he was there I think erm, but yeah I just 
  wanted, you know, a surprise…but erm yeah he did like the colours, and he just loved it 
K  That’s great 
P03  Yeah [laughing] 
K  That’s good, I like that…let me just check my questions 
P03  I, I think also, as well, it’s showing off with his friends that his name is on his trainers...I 
  think that’s a big thing, yeah yeah [laughing] 
K  Do you normally buy clothes and shoes online, is it something you would normally do? 
P03  I do, yeah…erm…50 50 I go in the store…I do online as well 
K  Ok…so you’re not bothered about not being able to try them on or 
P03  No no no no no, once I know his size or my size I’m I’m fairly, once I know the company as 
  well, I’m fairly confident that it’s…that it will be fine. Yeah 
K  Have you bought from Nike, on their website, before? 
P03  I’ve never bought…no…I’ve been…I, I have Nike, but I always go in stores, always tend to 
  go in stores, not online 
K  Yeah 
P03  Erm…in terms of clothes, I mean…some, some erm, stores obviously the sizes are a bit 
  smaller so it’s, a bit bigger…and once I’m used to the store I know what size I, you know, 
  can go to online. But I’ve never been to, no…I’ve been online 
K  Uh huh 
P03  Nike…just to have a look…but that’s really four years before, just to have a look at what 
  they have, but I’m, normally, I’d just go in the store…after…but never did it online, no 
K  And were these what you expected?...because I know you said 
P03  [interrupted K] It was, except the red, because for some reason just the red, looked 
  darker, a deeper, deeper red…but exactly, exactly how it looked, is exactly how I got it 
K  [laughing appreciatively as she speaks] 
P03  So that was…actually that was really quite something…hmm, what did you ask, what did I 
  say in the…most disappointing moment…and I said I hope it’s not disappointing because  
K  [laughing appreciatively as she speaks] 
P03  It come with [mumbles as laughing and talking fast] I said I hope not, but it was like spot 
  on [laughing] 
K  [laughing] 
P03  Yeah, yeah 
K  Great, that’s good to know 
P03  Yeah, I, erm, also the colours…originally, I’m from Trinidad originally, so it’s red, white and 
  black 
K  Ahh 
P03  So that’s why, erm, I choose the colours 
K  Ok 
P03  The green…for some reason, I saw the green and it’s like…that’s not going away, I 
  couldn’t…choose, and I looked at it and it’s like no, no, that’s alright, I’ll leave that 
  there...and I put his, er, name in the same colours so everything is coordinated so, it 
  turned out yeah, very interesting with that bit of green there 
K  It looks good…What do you think about the quality of the, of the workmanship, like the 
  embroidery? 
P03  Yeah, erm…I thought it was, some design…it’s printed…erm…oh gosh [looking around my 
  office for an example of what she means] 
K  [laughs] You probably won’t be able to find an example 
P03  Yeah…it’s printed, and, and through the time it wears off…you would see like, barely see 
  the R, barely, but I wasn’t expecting them to embroider, and I thought that was really…I 
  was surprised by that one 
K  And what about the packaging, what did you think of the packaging? 
P03  Erm… 
K  Can you remember? 
P03  Yeah, it came in the, the brown box at first…then, the, the Nike box, which was different 
  from, other boxes, because I’ve bought trainers before, and this one you had, you 
  pull…others you open with a flap, this, this, this one, its nice, it’s just different, I’ve, I’ve 
  never seen, I don’t know if that’s the new, box now, as I haven’t bought a pair in ages…so, 
  erm, the packaging, yeah, quite funky…quite…I would say, erm, it’s alright 
K  And id you find that, after you’d ordered them, did you tell anybody about what you had 
  done? Or was it just a secret? 
P03  No no no I, I told a friend and he…he wants to erm buy for his son, he said [mimicking 
  anothers voice] ah maybe I should buy for them, yeah, and give them a surprise and stuff 
  like that, erm yeah and [mumbles] loved it, so he knew about that, but in terms of 
  telling…someone, just one friend, who was, dictating when we were together [meaning 
  he was also present on the voice recorder with her] so he wants to buy for his…I think 
  eventually he would…maybe, maybe for Christmas, I don’t know, but it’s, I think the big 
  thing for this is the, the name…on the product, that’s…I think you could put anything 
K  Yeah, I heard on the dictophone that you were trying to find the characters that it would 
  accept, because the first thing you typed in 
P03  [speaking over K] Oh yeah, yeah, it didn’t, it didn’t, I was getting problems with that, with 
  the thing I wanted to put originally was his name, his first name, and that didn’t take it, I 
  don’t know for what reason, probably I… I don’t think it was enough characters, I can’t 
  remember why…I think I put [says first name] R…I think [says the letters to herself, 
  counting them on her fingers]…[quietly] that’s six…I don’t know, for some reason it just 
  wasn’t taking it, so I said I know I’ll just put Rogers and ok, ok that’s fine…yeah…so 
  I …yeah, but that was fine 
K  That was the only thing that seemed to not work? 
P03  Yeah, I can remember, yeah, I do remember that, that was the only thing 
K  And you said this was the one thing you would change? [pointing to the Zoom label on the 
  trainer] 
P03  Yes I would…I think it’s too nice to have that…like zoom, looking a bit bobbly, I don’t like 
  that bit, I think it’s…it’s [laughing] 
K  [laughing]…Now, in terms of the design probe, what was it like to record the experience 
  as you went along? 
P03   [excitedly] Different [laughing] oooo [laughing] 
K  [laughing] 
P03  Oooh it was like, I was very conscious to be quite honest with you, oh God I don’t know 
  what Kate is looking for, it was like yeah I’ll just talk…the second one…the second, one I 
  did, you know it was, I was like really conscious, it was like what do I say, what do I say 
  [laughing] maybe I’ll just rattle on….but I though no, I’ll just say things nicely [mumbling 
  whilst laughing] 
K  [laughing] 
P03  Like how you’d normally talk to a friend, sort of thing, that’s that, that’s exactly it 
  [laughing] 
K  It’s good because it allows me to be there without being there, because it would never 
  have been the same if I was watching you do something 
P03  [whilst K talks] Mmm mmm mmm 
K  The point is that it makes it more natural 
P03  [laughing] 
K  [laughing] I was after what really happens as opposed to what happens when you try and 
  watch something happen 
P03  Ok [laughs] 
K  Do you think it made you think more about what you were doing, and what was 
  happening? 
P03  Yeah…erm…what, erm…in terms of waiting for the thing? 
K  Yeah, in terms of the whole experience 
P03  Yeah, erm…yeah, it did make me think when I did fill out that diary, erm and it made me 
  think how I’m feeling I think…yeah, it did make me think…I would think, er, how do I feel 
  today?...I was searching for more words, I gave you a few more words about how I 
  felt…erm…and I felt generally, you know, you’re excited about something, and then you 
  have to wait and then afterwards it’s like oh ok, I’m not so excited anymore, so it did 
  make me, yeah, it did make me think 
K  Because it’s interesting when you start to draw it out almost as a graph, and you can see 
  the mood changing, it’s great 
P03  It was, I mean, if this, it came quite quickly I must admit, but if this had taken, probably, 
  the…month…for some reason I thought it was going to take much longer…and then 
  probably my excitement would have been two [laughing], you know it was exciting 
  thinking about it, it was like [excitedly] oh my god it’s here, so…it never reached a 
  two…but I think generally, for me…erm, excitement goes down, and it won’t be as exciting, 
  erm, as at first…but generally I was excited…yeah, yeah 
K  Do you think the fact that it arrived early, erm…makes you see the company in a very 
  positive light 
P03  Yes…definitely, absolutely…I, I mean it did email me…but for some reason I just 
  didn’t…did I believe?...I was like yeah they just email, I suppose that’s, erm…what 
  confused me as well they said it’s shipped, but I didn’t…I literally took the word your 
  product is now shipped, and literally took the word shipped as in boat…right…so I thought 
  oh yeah, ok, they said that, it’s going to be [stresses word] AGES if it’s going on a boat…so, 
  erm, yeah [laughing]…so one of my friends said no no no no no, shipped that could be just, 
  you know, on air, just that they use the word shipped, and I was like oh, it’s not, it’s not 
  necessarily by the boat, it was like [stresses word] NO [laughing]…it said shipped, your 
  product has been shipped, it was like, by boat, that’s going to take [stresses word] AGES 
  then [laughing] and then I missed the parcel, [stresses sentence] I MISSED IT, I was like oh 
  it’s here [laughing] Ooops [laughing] 
K  Did they leave you a card? 
P03  Yeah…I did put the date it arrived actually, I did, it was like, oh ok, [mumbles something] 
  he was right, it was like literally, you’ll probably even get it by next week and he was right, 
  ok…but I wouldn’t necessarily choose that word shipped, or probably that’s how it is and I 
  didn’t know it… 
K  There are different words they can use 
P03  Or delivered 
K  Yeah 
P03  Or would be arriving 
K  Dispatched 
P03  Dispatched, exactly…but shipped told me ok right, yeah, ok…probably that’s the catch [?] 
  date…so it’s going to be long [laughing] 
K  No, tell me about the choice of stickers on your map, I’m interested 
P03  [whilst K is talking] Mmm 
K  Just to see how it worked…did you find trying to find the picture, was it an interesting… 
P03  [cuts in] it was…very, yes, and I managed, you had erm, appropriate pictures there, 
  erm…I’ll tell you my ideas, erm, the website…I thought it was a wish [the fairy sticker] a 
  wish to have a trainer I can, erm, design…your own name, that’s like a wish isn’t it, so I 
  felt yes, playful, everything was all nice and exciting…the, the, erm, you know the balloon 
  [the sticker], you know it was excitement here, a wish granted and the excitement. Ok, 
  when I went onto shop and I literally saw, erm, muck about with the er, the pictures and 
  stuff that I felt over the moon [refers to planets sticker] because I can see the, the 
  different changes and the different angles, and it was like [excitedly] wooo this is great, 
  and the I had a [mumbles] like this balloon [laughing]…and then I received the email from 
  the company and I was like [excitedly] YES, great, they have, erm, confirmed everything so 
  I was like that’s good…so I see the thumbs up, the flowers which is, I see this as all 
  positive, the sky and the plane, I’m up in the air, so it’s all…you know, positive and I 
  received another email, what was that about?...Erm, I think it was erm…I think that email 
  was 
K  [paper rustling] I think it will say in your diary 
P03  [thoughtfully] Yeah, what was this about? ...I think they told me they…they received the 
  order…or something…I think it was receiving the order 
K  Yeah 
P03  And that started that’s it, it was like they’ve received the order [stresses words] GREAT, 
  YES, IT’S STARTED, and then I received an email telling me…erm…that the, I think was that 
  it has, er, been shipped, and I was like [loudly] SHIPPED, so I was very [mumbles one word, 
  into laughing] 
K  Ahh, that’s the sad eyes [referring to the sticker] 
P03  Yeah, yeah, the dog, the dog [laughing] so I was like shipped, so it was, like, a bit sad…I 
  was like you already told me that it was a blank face there [referring to sticker]…you 
  already said that, so it was like, blank face there, so it was, so this meant disappointed, 
  disappointed, seeing the word shipped as I explained to you, and it was like ok ok, you 
  know when you have this, ok hmm ok, so these were the blanks…and erm, getting the 
  product, over the moon…again…erm, you know, the clouds, my wish came true again…I 
  received an email, not sure what this email was about, erm…I think it was just a general, 
  general emails, er, can’t remember…probably said hope you’re satisfied or something like 
  that…so I fell in love with the company, you know for being so, you know, on target, even 
  way before their target…what was the blank for? [referring to the last stripy sticker], why 
  did I put that blank? I can’t remember, I suppose that’s not appropriate there…but erm, 
  why did I put this blank? …but it was generally good, I was like yeah, this company is 
  nice…I suppose the blank was like, yeah, probably you would expect them to say 
  something but, yeah, it was a general positive sense, at least with my choice of erm 
K  That’s good! 
P03  My choices [laughing] 
K  It’s nice, because it’s a nice prompt for reminding you about how you were feeling 
P03  Mmm mmm 
K  Because it fades 
P03  That was very interesting, very different, yeah 
K  How long did it take you to pick your stickers? 
P03  Erm, not very long…no no no it was quite quick, because this, the stickers were more or 
  less…appropriate…you had appropriate stuff to my feelings…so it didn’t take very much, 
  so…it was good, it was good 
K  [rustling sounds as K looks through probe] Ok…it was good, because you filled in all of my 
  cards 
P03  [laughing] 
K  I was intrigued by this [referring to task card where answer had been ‘hilarious! Too 
  personal to mention’] 
P03  [talking over K and laughing] no no no [laughing] you don’t want to know 
K  That’s torment [laughing]  
P03  No…it’s really personal [laughing] 
K  [laughing]…tell me why you think Apple stands out [referring to ‘a brand that stands out 
  from the crowd’] 
P03  Because I like Apple, Apple products, and different…I suppose, er…in terms of design I 
  love their design, they’re different, they’re always, just…er...I just don’t want to use the 
  word interesting because it doesn’t say anything anymore…erm…I just think Apple, 
  generally, are good products, erm…I kind of think it’s just that they do more, there’s more 
  design, it’s just a company that their products are just… 
K  Is it just looking good or is it more than that? 
P03  It is looking good, it is looking good, yeah that is a big part of the way they…yeah, it is 
  looking good…also…erm…the features…where they, where the software, it, it’s just really, 
  I have key notes and I love that, they just have different things…and yeah, you can get 
  other stuff, and yeah PC, but I think generally Mac has…they go out of their way to make 
  things more exciting, more interesting…more appealing…yes…erm…I just love, erm, 
  Mac…yeah… 
K  They’ve certainly got that image haven’t they…and things like the customer experience is 
  so important to them…Did you write your description of the company before you bought 
  your product do you remember, or after? 
P03  No, after… 
K  Do you think any of that would have changed if you’d written that beforehand? 
P03  Yes…   
K  What would be different? 
P03  Erm, what would be different…erm…hmm…erm…[reads through what she’s written, 
  sounding thoughtful] probably the ‘official; leading supplier’ but I’m not too sure…I think 
  the ‘expert’ bit as well…yeah…I didn’t know what to put for that one [K hold ‘best present’ 
  card] 
K  That’s lovely, that’s lovely 
P03  There is nothing I can say, honestly there is nothing I can say that I’ve received that was all 
  that fantastic, erm…that’s for life, he’s just there all the time so [laughing] 
K  So it’s a good thing he’s a good present [laughing] 
P03  [laughs] Yes, it’s a good thing, although he can be a frustrating present sometimes, but, 
  erm, it’s a good thing generally 
K  And I was intrigued by your glasses 
P03  Yeah, I would like to design my own glasses, I would like to…you know you have all these 
  different, erm, designer glasses…if you could do your own with your own…colours, and 
  these bits [points to the arms of her glasses] 
K  Mmm I don’t know if there are any companies that do that, that would be a really 
  interesting one 
P03  Mm uh huh uh huh 
K  Tell me about the map of your life 
P03  [laughs] It’s just, it’s just as it says, it’s just me 
K  Your current situation? 
P03  That’s my current situation…I’m on my own at the moment with my son, I live with my 
  son, juggling Uni, studying, part time work, I find time to socialise as well, not as before… 
K  What are you doing part time for work? 
P03  Erm, sometimes I do secretarial work, erm, office, office work, so that’s…and I work 
  with…this agency so they call me when they need me, and it’s really busy, and stuff like 
  that, so I can get busy, so…yeah…it’s good…erm…meeting up with friends is good, sports, 
  that’s with my son most of all of course, sport, I would say, it’s on his level because he’s 
  into football, so if I put that there it would not really represent me, it would represent him, 
  erm…relationships, friends and family…erm…keeping in touch with them, that’s basically 
  me at the moment 
K  It’s a nice diagram 
P03  [laughing] 
K  Your pictures are good, I like them 
P03  Ohhhh do you? Oh you got them [looking at the postcards and lauging] 
K  It’s so exciting to get them in the post [laughs] 
P03  Really? [laughing] I enjoyed that, everything about that, it’s different…I must admit I 
  bought your pictures back, because they’re a duplication of the same thing...and I kept 
  thinking ahh that’s not nice, or that doesn’t have enough light, it was like that doesn’t 
  matter [P03 name], but I printed it out…and I brought it back…but it’s very much the 
  same as this…so I brought it back 
K  Oh that’s ok 
P03  Erm, I thought you’re wasting, you’re wasting stuff, so I, I stopped it, I stopped being, 
  trying to be perfect, so this is 
K  Oh, don’t worry 
P03  [laughing] 
K  Don’t worry, the idea is that you have lots of stuff to play with, and… 
P03  Yeah 
K  But that was good, I like this stuff [pointing at postcard] 
P03  Emma Bridgwater? yeah, I like erm, at first I fell in love with the dots, and then…I tend to 
  like, I like the hearts as well 
K  Yep 
P03  And books, I like books, books books books, you can’t go wrong with books 
K  Absolutely 
P03  [laughing] 
K  What else do we have…a passion for design 
P03   Oh yeah, yeah 
K  Would you normally buy, when you go clothes shopping, stuff like that, would you 
  normally buy, are you into designer clothes, or are you just into stuff that you like 
P03  Stuff that I like…erm…stuff that I like, probably if it’s designer clothes, but it must be 
  something that I like. There are some shops that I don’t go in at all 
K  Like what? 
P03  New Look [laughing] 
K  [laughing] 
P03  Erm, I tend to find River Island did some nice stuff but now I think just looks a bit too…I 
  don’t know, some places I just pass…just straight…and then I get frustrated because the 
  look that I want I can’t afford, so I really get frustrated shopping 
K  Yep 
P03  So I’m saying I don’t go in there, I don’t go in there, [P03 name] you just look up at the 
  prices [laughing] 
K  [laughing] 
P03  [laughing] 
K  I saw you had a picture of the sales! [laughing] 
P03  [laughing] 
K  Yeah, that one made me laugh 
P03  [laughing] Oh yeah, then I would go in and say yeah, probably yeah, maybe I can get 
  something! No, it’s like don’t, even, go in [laughing] 
K  Yeah, sales are dangerous! 
P03  These are just church designs anyway [referring to her photographs]. I went in and it was 
  like yeah I like church designs so, you know, I had the camera…[stresses the word] 
  INTERESTING, I’ve got to get a good camera for myself, which I don’t have, and I just 
  [stresses the word] LOVE having a camera and erm taking…so that’s what this erm design 
  probe did to me, yeah, erm…I like, I like that, picture taking experience 
K  What did you think about the photo printer? …had you used one before? 
P03  Never…very straight forward…erm…print lovely, I think I’ll get one myself, it’s just, it’s it’s, 
  very nice…very handy, it prints fine…erm…the camera as well, I was really, I suppose I was 
  zooming, and there was some I did not zoom, and I was like this thing takes pictures really 
  close up, it’s really…I don’t know what about that camera but it takes things like [stresses 
  word] REALLY close, you don’t necessarily have to zoom 
K  Yeah 
P03  Don’t necessarily have to zoom, yeah…it’s a nice little device   
K  Yeah, it’s not too bad, it’s not the most expensive camera, but the printer is nice 
P03  Mmm   
K  I’d not used one before I bought one for the kits 
P03  It’s very, I mean, it’s idiot proof [laughing] very simple, did exactly as it said. It was 
  probably the easiest set of instructions actually, me hating instructions, this was very clear, 
  very easy, even the, the [her pronunciation] dictate‐a‐phone, it was very, just as it said, 
  very straight forward… 
K  …That’s a good picture, the train…[looking through her photographs] did it come with any 
  spare laces? 
P03  No, just one set… 
K  …this is your box 
P03  Yeah…and that’s what I told you, you can pull out…you know, not like original boxes 
K  Yeah…Are you somebody who keeps shoe boxes? 
P03  Yeah…I am…although it all depends on how nice the shoes box is 
K  So are you going to keep this one? 
P03  This one, yes definitely 
K  Do you have plans for what you’re going to do with it? 
P03  No…I just, yeah, it’s just…yeah, I don’t know… 
K  I like shoe boxes as well 
P03  Sometimes it’s like, oh no I have too much clutter, too much junk, but I like shoe boxes as 
  well…[both looking at the photographs]…and of course the chocolates 
K  Yeah that’s a good picture 
P03  [laughs]   
K  I like the background 
P03  Oh that’s my tea towel 
K  Ah 
P03  I thought, how can I make this nice? [laughs] 
K  Did you find you were thinking a lot about how to lay out the photographs? 
P03  [enthusiastically] Yeah, yeah…and I was like, oh yeah…it’s just me as well, it’s just how I 
  am, erm, in the house as well…erm…even the fruit I have, I have it in the living room all 
  displayed…and my son says mummy do you turn everything into a design? [laughs] 
K  Where was your bag picture? [referring to the photographs] 
P03  In Topshop…and I was like what is this!, there is too much going on here, so I just took a 
  picture…what was I after?...I think I wanted a necklace, I was really into Topshop 
  [laughs] …erm…that was me, over the holidays…for my project 
K   What is it you like about Virgin? 
P03  Because it’s fast…it’s comfortable…erm…I can…you can travel with overhead trains, and I 
  just like Virgin, it’s just fast…I was trying to save money on the Midland train, and it 
  stopped, at [stresses word] EVERY stop, almost every stop to my destination, I was like, 
  yeah…I just Virgin trains, if I’m travelling out of London…and this is again, my journal, 
  yeah [laughs] 
K  So the diary in the probe was easy if you’re a journal keeper 
P03  Yeah, yeah yeah…this is just special occasions and stuff like that, I’ll just jot things down… 
K  That was a great picture of your tin 
P03  [laughing] 
K  I like that a lot 
P03  [laughs] It’s awkward…if I had a chance to properly redesign something like this, I’d think 
  of something more simple…probably I’d try to take that on, but I couldn’t think of 
  anything, but I was, I was just taking the pictures and I was like, ah yeah, maybe I should 
  take this…and I’m sure, you know, everyone as well would have, you know, it’s really 
  awkward sometimes, sometimes it’s really awkward to you know, with the 
  key…sometimes it breaks off, you know, the metal bit…I hate that [laughs] 
K  Are you one of these people who, I know I’m the same being a designer, that when you 
  come to buy things, you end up looking at the details on everything? 
P03   I…it’s grown on me, I never realised, that this course has done this to me [laughing ‐ 
  referring to her MA in Interaction Design that she is currently studying for] because I went 
  to Staffordshire over the holidays, and I was out, I was at a till, and I looked at this girl 
  next to me, and she’d bought erm, a cold salad, and you know, you would try your best to 
  stop that cold salad to get more heavy, and I have a friend with me, a teacher friend of 
  mine, and it was like, oh, interesting, I like the way they have designed that cover, 
  because the cover came with…rounded…and she was like, and then she pointed out to 
  me she was like look at you, you’re looking at, and I was like yeah…and I said yeah, I said 
  that’s clever, the way they designed the cover, and it just comes…and she’s like…oh look 
  at you! And I was like, [pleased] oh yeah!   
K  Once you start that’s it 
P03  Yeah, I look at things, at a different light now…just differently, erm, this course did 
  that…and then with your design probe it was like, yes! I want to do that 
K  So what did you do before this course? 
P03  I was boring, I did erm, education, I was at Trent Park…education and IT, erm I like IT, I’m 
  not great on IT [stresses word] AT ALL but I had always liked design, always, I just…it was 
  just, this course is just, [enthusiastically] this course is just fantastic, I’m just really liking it 
  [laughing] 
K  [laughing] Good…I think that’s probably everything that we’ve looked at now, that’s 
  great…thank you very much…have you got any questions? 
P03  Erm…yeah…what, what are you…I know you’re doing design, but exactly what…what area 
  are you studying in design? 
K  Ok…I’m doing my PhD at the moment, and I’m looking at mass customisation, so 
  customising products that people buy 
P03  Right 
K  And what I’m interested in, is…the whole experience that people go through…so most of 
  the researchers who are looking at it, at the moment, because it’s a relatively new 
  research area, is what happens when people are on the website, when they buy stuff, or 
  when they go into the shop. No one is saying what happens when…when they wait for six 
  weeks for the product to arrive, what kind of packaging does it come in, how does that 
  make them feel? 
P03  Mmm 
K  So I’m interested in using tools like design probes, which no one in that area is using…to 
  actually find out what it’s like when people, go through an experience…because obviously 
  if I, if you hadn’t done this and I asked you now what was it like when you were buying it 
  online, you probably would have forgotten that 
P03  Mmm 
K  And it would all be distorted by 
P03  [talking over K] 
K  The way you feel about it now, the final product…so it’s about finding interesting ways 
  of…engaging with peoples experience 
P03  Interesting…it did make me think, how did I feel…I suppose after, while…you don’t really 
  think about that 
K  And if you ask people afterwards they won’t remember, and if you’re with them whilst 
  they do stuff, they won’t behave in the way they would normally behave 
P03  Yeah 
K  So…it’s hard, because obviously…you bias everything by asking, somebody…to do 
  something, because you’ll be thinking, what does Kate want me to do? 
P03  Mmm 
K  Or you’ll be more self‐conscious…but this is probably a better way than me saying I want 
  you to go and buy a pair of Nike trainers, and I’m going to give you this much 
  money…because you have to invest some of your own money 
P03  Mmm mmm mmm 
K  It means you’re choosing a company that you want to buy from…and I’m not looking over 
  your shoulder, so you can do whatever you want 
P03  Actually, I think generally, all the trainers I had…I just own one, I think I just own one pair 
  of PUMA…but generally the trainers I buy would be…Nike… 
K  Why is that? 
P03  …I’ve never really questioned that…I think probably because of the publicity, probably, I 
  don’t know when you look at sport, I love sports…and they’re great sponsors…yeah, so 
  Nike, I think it’s that, I think it’s their, their erm…ads…and erm, the exposure…erm…I think 
  that’s all I know really…yeah…that’s the first place I go if I want a pair of trainers, a pair of 
  Nike trainers 
K  It’s the brand loyalty… 
P03  Mmm I suppose…yeah…but they tend to do really nice trainers, so I’m just satisfied, you 
  know, yeah 
K  So what I’ll be doing, with the research information, just so you know what I’m going to 
  do with the probe stuff…I’m going to be using it for the PhD, and for writing journal and 
  conference papers…and obviously what I’ll do is, I’ll take out any of your personal 
  information so you won’t be recognisable or identifiable in any sense   
P03  [mumbles something, laughing] 
K  [laughing] So don’t worry, all the information will be anonymised, if that’s a word! 
  [laughing] 
P03  [laughing] 
K  Erm…do you want me to send you copies of what I’ve done, if you’re interested? Just so 
  you can see what’s done with it? or…I can make it available so you can see it if you want 
  to, at a later date 
P03  Yeah…it would be nice…if it’s a hassle don’t, honestly…really, really, I just enjoyed the 
  experience, it was different, very different…describe what you’re buying, your mood, very 
  very different, so as I told you I just enjoyed it, and the picture taking, I…I wanted a 
  pictures of homes, and I forgot, you know, I just didn’t get time…but I really like homes 
  and gardens…love it… 
K  Yeah, I saw the websites you’d listed 
P03  Yeah, erm…I forgot, because I went out to, erm…Harpenden...and they have some really 
  lovely houses along there…and I did not go with the camera…but there should have been, 
  some other pictures 
K  So were you carrying the camera around with you quite a lot? 
P03  Of course, yeah yeah yeah…yeah, I was…it did have, you know…I need a good camera 
  now [laughing]…so it was interesting, exciting for me…yeah 
K  Well that’s good, because it’s useful for me to know, what it’s like 
P03  [talks over K] Yeah, I took it around…erm, with me…that Virgin train I travelled…took it 
  when I came off the, the erm, train [laughs]…I went up [mumbles something whilst 
  laughing]…but erm, yeah I did walk with it sometimes, sometimes I did, yeah 
K  That’s great…now you asked for an Apple Store voucher, so here it is 
P03  I need a printer, I need a printer! [laughs]...erm, the printer I have at the moment, it’s 
  past its time…and it’s not compatible with my Mac computer it’s compatible with my 
  PC…it would not print but it scans, so I really need, I really need to find something that’s 
  compatible with both PC, and a Mac 
K  Well here is £50 towards it 
P03  [excitedly] Thank you! 
K  Thank you very much, you’ve been a real help to the research 
P03  Really…this, it was, well, enjoyable…it wasn’t like [fed up voice] oh yeah…it wasn’t like, it 
  didn’t come across as a favour, it didn’t come across as oh yeah I promised, it 
  was…[stresses word] REALLY…exciting, I must admit…with the camera [laughs]…it was just 
  excited, I was really interested in it [laughs]…probably if I‘d had more time probably I 
  would have, probably would have over done it, or run out of erm…picture… 
K  Picture paper 
P03  [laughs] Yeah 
K  So thank you very much for coming in ad showing me the trainers, I’m glad that he liked 
  them 
P03  He did, he did 
K  Did you get the shoe bag with it? [P03 is packing the trainers into a shoe bag] 
P03  No no no no…this is my own shoe bag, yes…I keep shoe bags…I keep…boxes [laughs] 
K  [laughs] I know what it’s like. So thank you very much, I really appreciate it 
P03  You’re very welcome 
K  [as P03 is packing up her stuff] How’s all your work going? 
P03  [sigh] Good…I have my, erm, my school to observe next Wednesday, so…mmm, I’m 
  looking forward to that. I have my report, that’s going fine, I mean I got the erm…the 
  prototype, which I’m testing out in a school now, so that bit is fine…the report, erm…I’ve 
  got to, like, start on that immediately, cos it’s due on the 15th…erm, it’s enjoyable…I think 
  it’s just design isn’t it, I really like the…design aspect of it, like looking at things and, and 
  trying to come up with something different…or trying to redesign something, I’ll look at 
  stuff and look at it critically…and I think I’m becoming…becoming a bit of a pain, because I 
  look at it and really look for the faults 
K  [laughs] 
P03  I’m going to look at think how can I design it better…and I’m going to look, I even look at 
  tickets now, the kiosks in 
K  Yes 
P03  And would literally go and go yeah this is nice, and the one at mine, the one where I buy 
  my ticket, that one is really clear…and it’s like yeah, this is really straight forward…and it’s 
  just brought me to this [laughs] I was never like this… 
K  You’ll never forget it now 
P03  Yeah, I was never like that before...now you just look at something and you think I yeah, 
  this is really frustrating, how could I change that 
K  [laughs] It gets to the point where it becomes quite hard to buy things because you’re so 
  critical in the shops 
P03  [squeals and laughs]…and I meant to take pictures of shoes as well, erm, then I forgot to 
  take them to be quite honest, yeah, yeah yeah, it was a very nice experience 
K  I’m glad, I’m glad it wasn’t a trial for you 
P03  No no, it wasn’t, it wasn’t, it was very different, erm…I would do it again, it’s something, 
  exciting 
K  Thank you very much, it was really nice to meet you 
P03  It was nice to meet you too, and good luck 
K  Thank you, and good luck with your course 
P03  Yes thanks, I’ll need that, but I’m really enjoying it. Take care, thank you 
K  Bye  
 
 
 
 
 



Main study P04:    Probe activity data 
 
Transcript of voice recorder data within the probe kit 
 
Transcript completed by Kate Herd.  
15 separate recordings taken from an Olympus VN‐2100PC voice recorder.     
 
(…indicates a pause in the conversation) 
 
 
23.04.09  09:18  Length:  
“So…I’m on the Timbuk2 website…am going to try and design and build my own bag…er…so I click 
on the build your own bag tab…and then just wait for it all to load up…er, I’ve been on here 
before, erm…I was, I was looking at what I might be able to get as a present…and I’ve, I’ve got a 
couple of different options…I’ve chosen a, a kind of small, er, over the shoulder bag for my, for my 
girlfriend…erm…it gives me the size and dimensions and stuff…so…[mumbles] that…I can see the 
bag…the er…colour palette…so I can have a flick through…er…clicking on some, on some different 
colours…it’s quite cool [sound of keyboard keys being pressed], you get an instant representation 
of what the bag will look like, and you can flick through a couple of different images, so you can 
kind of get a feel of what it might be when it arrives in the post…as long as it does actually look 
like that when it gets here [laughs]…erm…so…I think I’m going to choose…there’s quite a bright 
pink…and that’s one of my girlfriends favourite colours…er…I can customise the front of the bag, 
and also these bits on the side as well…so…yeah…I think I’ll choose a silver…and a grey…for that 
bit…there’s only a few choices on the side panels…don’t really know why you’re only limited to a 
few choices…it would be quite cool if you could have the same options that you have on the front 
panel…but erm…anyway, I think pink and grey looks…cool…[surprised tone] oh you can have a 
look inside it as well, that’s good…you can see it’s got space for a mobile phone, ipod and that 
kind of stuff…that should be all good…so…erm…I’ll click no the next step…erm…oh and I can 
choose the colour…the colour of the liner inside…erm…[sound of keyboard keys being 
pressed]…erm…yeah cool, so I’m just going with grey, nothing too fancy inside as no one is really 
going to see it…but it’s the same colours as the sides anyway…erm…and then I can choose a logo 
as well…now…[sound of keyboard keys being pressed]…there’s no grey to match the sides and the 
inside…but there is a kind of silvery colour…which looks quite…cool…er…I think she’ll 
probably…she’ll probably quite like that…mmm there’s beige as well that could work for the side 
panels, but I think…I think I’ll stick with the grey, it makes it…it makes it…better…erm…[sound of 
keyboard keys being pressed]…and then there’s an option for a central divider for an extra 
$10…but there’s no…I can’t tell what it would look like with or without a centre divider…I kind of 
presume the picture on the website is…erm…with a centre divider…oh…you’ve got a detailed 
summary, but that doesn’t…that just tells you that you’ve included it or you haven’t included 
it…the one in the picture seems to have this divider thing in the bag…so…I think that’s it…it would 
be quite cool if it did come with that…so…as it’s only an extra $10 I’ll, I’ll stick that in as 
well…erm…[sound of keyboard keys being pressed]…cool, so I’ve got the pink bag with grey, grey 
sides…a kind of erm, silvery grey logo…and this divider bit where you can pop your mobile 
phone…and other bits and pieces…so I think that will be…that will be quite cool…er…right…and 
then, then the next step I’ve gotta…two way easy access gadget storage…mmm…it looks kind of 
like a mobile phone holder or something…er, I don’t really need that as I’ve got one inside the bag 
anyway…so, I won’t bother including that bit…erm…ok, just clicking through to double check that 
everything looks like, looks like I want it to look like…and erm, yes, I think basically I’m done 
now…so it’s showing me that I’ve got my…my bag with the er, the nylon hot pink main panel…and 
er, a nylon silver side panels, it’s got a grey liner, a silver logo and a centre divider…I can edit these 
options…but I don’t really want to…so erm…I think I just…just go onto the checkout…it’s just 
loading up now…I think it comes from, well, I presume it comes from America anyway…I’ll 
probably have to pay a bit more for shipping…but…still…as long as it looks like that when it gets 
here that should be cool…so I have to go through and I…[sound of keyboard keys being 
pressed]…put…it…my…details…[sound of keyboard keys being pressed]…which are…[sound of 
keyboard keys being pressed]…I’m just doing now…[sound of keyboard keys being 
pressed]…er……[sound of keyboard keys being pressed]…United Kingdom…my billing 
address…contact info…[sound of keyboard keys being pressed]…I’ll take myself off the mailing list 
as I don’t want to get loads of crap emails…[sound of keyboard keys being pressed]…erm…ah a 
gift message…oh so that could be quite cool, so I can put a little message on there and hopefully 
they’ll print it on a tag or something I presume…so I can type in a little happy birthday message to 
my girlfriend…[sound of keyboard keys being pressed]…ok so that’s that done…it gives me the 
option to get some gift vouchers, but…I can’t really be bothered with gift vouchers…erm…yeah 
I’m not too sure how the gift message is going to come out, you can’t really…er…you can’t really 
see how it is going to come out…hopefully…it’ll look cool…so click continue, and go through to the 
next bit…right I’ve only got one…shipping…method…[long pause] which is International 
express…erm…and it…it says it’s shipped…shipped from their warehouse in 1‐2 business 
days…and then takes 2 days to turn up, I think…I think that’s what it’s saying anyway, so…it’s a bit 
hard to completely…understand…it…but…anyway, that should mean it should get here…sort of, 
on Monday, so, let’s continue with that…and I’ve got to put in my card details…[rustling sounds] 
er right…[sound of keyboard keys being pressed]…er…[sound of keyboard keys being pressed]…it 
shows me a little picture of the bag any everything, so, fingers crossed that when I fork out for 
this it should arrive looking like that…mmm…oh, now…bugger…it doesn’t take Maestro card 
details…so…I might have to try…another card…I don’t know why it doesn’t take Maestro, 
most…most of them do…[sound of keyboard keys being pressed]…er……[sound of keyboard keys 
being pressed]…ok…so…hopefully this card should work, let’s see…ah, but, on this card there is a 
different billing address…so I’m going to have to go back…to erm…ah, there’s no way to get back, 
bugger…er…how am I gonna, how am I gonna get back to do this?...right, I’ll just, I’ll just…there’s 
no easy way to get back…that’s a bit of a pain in the arse…oh ok, so back here, back there…there’s 
no easy back button so I have to keep hitting resend…I hope this means I’m not going to end up 
with about four bags…I can’t really afford four bags, but…anyway, that would keep my girlfriend 
going for a couple of years in presents…erm…anyway, that hasn’t really worked either…I’ll just go 
to my shopping cart and try the whole process again, so click on the checkout…ah right, billing 
address, here we go…so I can now change this…[sound of keyboard keys being 
pressed]…er…typing the other address where the other card is registered…[sound of keyboard 
keys being pressed]…probably my fault, nothing like cards not registered at the same address…so 
I don’t want to get it shipped to my billing address, I want to get it shipped to…[sound of keyboard 
keys being pressed]…er, but maybe I could get it shipped to my billing address and then my 
girlfriend wouldn’t see it, see the package…mmm…ok, yeah, let’s do that, it could be better…so 
the message is still there…so if I continue with that…then…International express…post in 2 
days…continue…now, let’s type in the card details again…[sound of keyboard keys being 
pressed]…[starts to say numbers] better not read that card number out too loud…ok, so, press 
continue there…so, it’s got the right billing address this time…shipping address is there…I’ve got 
the message…so I can verify it, but there’s no way to go and answer anything…anyway, I think it 
should be good, so fingers crossed…I’ll click Place My Order…ok…and it says here…thank 
you…your order number is this…place the order…erm…just going into my email to see if I have 
actually...received a confirmation email…er…it doesn’t kind of, it doesn’t give you any estimated 
delivery date…which…would be quite good [sound of email received on the computer]…now that 
right there is the sound of me receiving an email from Timuk2 customer service…thanks for your 
order…ok cool, thanks for picking us, your new bag is going to rock. Here is your order 
summary…erm…so, it gives me some, some stuff about…let me actually read the 
order…er…cancellation is not really possible, but…it should be all good anyway…it gives me the 
order number…it gives me a summary of whose paid…it tells me what I’m getting, which is the 
er…a bag with the pink main bits, the grey side bits, the grey liner, the silver logo and the central 
bit…it tells me how much it’s cost me…right, now, when my order ships, this is the stuff that I 
really want to know…your order is being sent to the warehouse right now, orders are fulfilled and 
out of the building in up to 3 business days…mmm 3 business days is not actually what they said 
on the website, it said 1‐2 business days…apparently it depends on home many orders are in line 
in front of mine…erm…so it says it should ship within 1‐2 business days…ah then, at the bottom 
here…It says International orders are shipped via UPS International, it averages between 3‐5 
business days for delivery…[tuts]…and it also down here tells me that I may get charged extra VAT 
on delivery of the product…which…they didn’t really make very clear on the website to be honest, 
but…still, I’m sure I er…I’m sure it’ll be ok. So it appears that the order time, I thought it was going 
to be 1‐2 days er from when they received the order, to when they shipped it, then another 2 
days once they’ve shipped it, so it would be a maximum of 4 days…but here it’s telling me it could 
be a maximum of 7 days…which is not really ideal, but…anyway, my girlfriends birthday isn’t till 
June, so erm, so it should be ok…so I think that’s all the correspondence I have right now, so we’ll 
leave it there for the moment…and just keep our fingers crossed” 
 
28.04.09  13:43  Length:  
“[music playing in the background] So today is Tuesday the 28th…er…I had an email from them 
that I missed, because it went into my junk mail folder…from erm, UPS on behalf of Timbuk, to say 
that my, erm, package had been, erm, er…er…has been dispatched from Timbuk, but they 
couldn’t tell me whether or not…it had been…erm…you know, erm, given to UPS…but…anyway, as 
I only found out today…er, I’ve just spoken to my, my dad at home, and he has taken delivery of a 
package for me…but he had to pay an extra 26 quid for import tax and some other VAT or 
something like that, which I, er, I wasn’t expecting any import tax, or, I was just potentially 
expecting VAT, but…I thought that would have been shown on the website, so, that was a bit 
disappointing to fork out an extra 26 quid for it, but…I am quite excited that my bag is at 
home…so I’ll be…erm…be going over later today, to collect it, and let you know what I think…So 
we’ll find out then. Ok, cheers” 
 
26.03.09  10:39  Length:  
“OK, so I’ve finally been able to go and get my bag…it was at my parents house, but…it’s been a 
good few weeks before I’ve managed to get my hands on it…I’ve been too busy…and eventually 
they dropped it over, when was it…not last week, but half way through the week before…but I 
was away then, my girlfriend has been…been off on half term, so I’ve not been able to open it the 
last week…er, finally she’s gone back to school today, she had a day off yesterday, so…I can 
actually get my hands on it and open it up…so I’m feeling quite excited, it’s been quite a 
wait…erm…and yeah, it’ll be interesting to see what’s inside the package…but I’m going to 
photograph it and everything as I go…[rustling sounds]…but yeah, it looks…it looks all good…it 
looks a bit smaller than I was hoping [rustling sounds] but quite cool…[rustling sounds] here’s the 
bag [rustling sounds]..oh it’s looking cool [rustling sounds]…oh yeah, brilliant…it’s erm…it’s yeah, 
I’ll take a photo now…it’s really nice, it looks really good quality…oh…yeah it looks lovely…it feels 
really well made…and the colour is spot on to what I was expecting from the website and stuff…it 
looks, so…let’s have a look [rustling sounds] inside…oh yeah, excellent…yeah, so , oh cool…all 
these little…pouches for…your mobile phone, or your ipod, and little bits for money and 
cards…she loves this kind of thing…so she can lose loads of stuff in these kind of pockets…so this 
should be absolutely ideal for her…oh…oh yeah, cool, there’s kind of like a hidden pocket thing at 
the front as well, cool…so she’s going to lose loads of stuff in here…oh and it’s got a clip thing 
there…oh, this is really good…oh an this must be the…middle pouch bit…[rustling sounds] …no, 
well, I was expecting a bit more from the pouch, with the way they sold it on the website, but still, 
it looks really good…really…really nice, really good quality…erm…yeah, let’s take some 
more…some more photos…yeah…it does look, very nice…[rustling sounds]…Mm I’m not sure 
photographing the inside of it is actually gonna…gonna work, but, there we go…[rustling 
sounds]…yeah it’s really nice inside where it’s got all of these…all of these different pouches and 
pockets and stuff, it’s er…it does look really really good, and the quality feels really really 
good…which is excellent…so yeah, exciting stuff, well worth the wait I think…hopefully my 
girlfriend will be just as pleased with it when she…she gets her hands on it…which is not too long, 
not too far away now…yeah, it’s good, the colours are, exactly what I was expecting, which is 
good, because I was a bit…a bit dubious initially about whether the colours would…would come 
out, and how accurately they’d be…but, actually it’s a very good representation of what it, what 
you see online…so, yeah it’s er…all in all a happy customer I think…[long pause]…yeah good stuff, 
so…my mum and dad were quite excited about looking at the package, but, unfortunately I wasn’t 
here when they dropped it round, a week and a half ago, so they never actually got to see it, so I’ll 
have to…try and sneak it round to show them…erm, and let them see what they think about it as 
well…cos they obviously had it for [laughs] about 3 or 4 weeks…before I, before I ever saw the 
final article…erm, but that’s about that for now, so I’ll try and print out the photos that I’ve just 
taken of it…and erm…yeah basically I’m all happy with it, so it’s all good”        
 
Transcript of written comments 
 
 
DESCRIBE IT: 
Why design it today? 
Because I finally got paid!! 
 
Describe your day so far in 20 words or less… 
Excellent. The sun is shining, I’ve been to the gym and my work is going well 
 
The thing you’re most looking forward to is… 
Seeing my girlfriends face when she opens her present that has been designed by me specifically for her 
 
You’re buying it for… 
My girlfriend 
 
What I think the experience will be like… (between now and when it arrives) 
Exciting and also a feeling of slight apprehension as I hope it looks like I want it to! 
 
I think it will arrive on… 
Initially I thought it would arrive on Monday or Tuesday next week (27th‐28th April) but now after 
processing the order I think it will arrive on Friday 1st May   
 
23.04.09  A bit disappointed that the delivery time on the website was different to the confirmation 
    email. Still excited though!! 
26.04.09  Feeling a bit hungover today so not too motivated about anything 
27.04.09  Haven’t heard anything yet! 
28.04.09  Found an email in junk folder from Friday with dispatch details. Spoke to my dad today  
    who had to pay £26 for the delivery of my bag! Wasn’t expecting that but excited! 
21.05.09  So happy it’s finally time to open it and reveal my customised bag! Yeah!! 
04.06.09  I’m looking forward to giving the bag to my girlfriend in a couple of weeks 
05.06.09  I’m having to hide the bag so my girlfriend can’t find it whilst I’m away which makes me  
    feel happy about designing it and giving it as a present 
 
Task Cards 
Describe it – what makes me different: 
Many things! Some would say: 
Stubborness, always has to be right and always wants to be involved 
Others would say: 
Loves life, keen eye for detail, adventurous and good fun! 
[date: 24.04.09] 
 
Describe it – your most frustrating experience… 
Trying to program this arduino in a rubbish language that I don’t understand…AAAHHH!! 
Your best experience… 
Swimming with 6m whale sharks off the coast of Western Australia 
[date 09.04.09] 
 
Describe it – people customise things because… 
They want to have a unique product that they think no one else will have. This will make them feel special  
[date: 23.04.09] 
 
Describe it – a brand that stands out from the crowd… 
Apple. Seem to be able to design, package & market products that look cool & sell well (even if they don’t 
actually work very well or function that well) 
[date: 28.04.09] 
 
List it – choose five words to describe the company you’re buying you’re buying your customised product 
from 
1. Original 
2. Urban 
3. Individual 
4. Cool 
5. Funky 
[date: 25.04.09] 
 
Describe it – the best present I ever received was… 
My round the world ticket when I was 18 
Because… 
It allowed me to travel the world, meet loads of cool people, have some amazing experiences and generally 
a life changing time 
 [date: 26.04.09] 
 
Draw it – something I have customised or would like to customise… 
[drawing of a pair of glasses] 
[date: 19.04.09] 
 
Draw it – a map of my life 
Add scan here 
 
 
Postcard Stickers 
Capture it – something that inspires me:   
My new Timbuk2 bag!! 
Date/product purchased:  
23rd April 
[postmark: not posted] 
 
Capture it – Something I like: 
My ipod case 
List it – her are five random facts about me 
1. I can juggle 
2. I love cooking 
3. I hate spiders 
4. I’m a closet Take That fan – shhh!! 
5. I’m doing the London‐Brighton cycle ride – ahhh! 
 [postmark: not posted] 
 
Capture it – My favourite product: 
[photograph of Wii fit board] My Nintendo Wii & Wii fit board 
List it – here are my five favourite websites: 
1. www.bbc.co.uk – news & info 
2. Flickr 
3. Facebook 
4. Itsgamertime.com/linerunner.php 
5. flashforwardconference.com 
 [postmark: not posted] 
 
Capture it – something frustrating: 
Describe it – my pet hate: 
missing 
 
 
WOOHOO ‘it’s arrived’ 
Favourite moment: 
Finally getting the parcel open away from my girlfriend & seeing the bag I had designed weeks ago for her! 
Funniest moment: 
Having the parcel delivered by my mum & dad only to find I was away & my girlfriend was off school for half 
term 
Most interesting moment: 
Opening the parcel to see that the initial colours were exactly the same as online when I designed it 
Worst moment: 
Same as the funniest! 
Moment that exceeded expectations: 
The quality of the overall product is exceptional. It feels really sturdy & the stitching looks very durable 
Bit that made me smile: 
Finding all the hidden little pockets in the bag that I never knew were there. My girlfriend will absolutely 
love it! 
Most frustrating moment: 
Same as funniest & worst 
Anything that was not as you expected: 
I’m still not sure what the middle inlay bit is that cost me $10 
The one thing I would change about the product: 
Maybe add a padded shoulder strap, but generally it is pretty much perfect! 
The one thing I would change about the experience: 
I would have it delivered to my flat so I could have seen it sooner. It was frustrating knowing it had been 
delivered & not having time to open it 
The thing I’ll tell people about: 
How cool it is to be able to design your own bag online & have it exactly as you specified. Also the overall 
quality is excellent. 
 
 Transcript of post‐probe interview 
 
Transcript completed by Kate Herd. Recording taken from an Olympus VN‐2100PC voice recorder. 
Interview date: 07.07.09 
Interview location: University library, Middlesex University, Hendon campus 
 
P01 brought the bag with him to the interview.  
 
(…indicates a pause in the conversation) 
 
K  Hi how are you? 
P04  I’m good thanks, I’ve just come back from a stag weekend 
K  Where did you go, anywhere nice? 
P04  It was in Gallway in the West coast of Ireland. I had to organise it all because I was the 
  best man as well…but yeah, the weather was considerably better than we thought, we 
  only had about 20 minutes of rain, so it was really really good. We went surfing on the 
  Friday, so not particularly stag stuff, but it was still a really good laugh, and then on the 
  Saturday we played golf for about four hours, which after the Friday night, was quite 
  painful [laughs]. Yeah it was a good laugh 
K  Good. So, what I want to do is to talk through the probe, and basically talk through the 
  experience, I know it’s a while ago now, and to talk about what happened, how you felt, 
  things that you liked, things that went well, what you thought of the product what your 
  responses were, things like that 
P04  Yep 
K  So. Thank you very much for doing the probe, I really appreciate it 
P04  That’s ok, I apologise that it had to drag on [laughing] 
K  [laughing] that’s fine. Most of them have been. They’re a funny thing to try and work with, 
  and part of the project is not only about mass customisation, but is about looking at how 
  the probes work 
P04  Right 
K  And how you can design probes that people actually want to engage with. So this is the 
  second version, as people respond to different parts in different ways, so it’s about 
  getting feedback on that as well as your purchase 
P04  Right 
K  So can you tell me a little bit about yourself to start with, I know a little from the probe 
P04  Erm, well…I guess I’m quite outgoing, and I love trying new things. I really love travelling, 
  erm…and I guess that’s part of being a bit, outgoing, and wanting to try different things 
  and experience different things, but…I’m always up for something new, erm…and yeah, 
  like I enjoy kind of like designing stuff, and…music, and those kind of things, erm 
K  Sorry that was a tough question to start with [laughing] 
P04  [laughing] yeah 
K  had you ever heard of Timbuk2 before this project? 
P04  No…and that was one of the bits that I really enjoyed, was the kind of looking at the 
  different companies…and seeing what they had to offer…and because I…worked in web 
  design…I was quite keen just to get online…and see…how these things were working 
K  Yeah  
P04  I’d seen the Nike and the PUMA things before…and initially I thought that’s what I would 
  go for…erm…but then…when I started seeing the bag thing, er, to be honest I quite often 
  go onto the websites, because I liked looking at the icons and clicking on things, even 
  though you don’t know where you’re going to go, I quite liked all that exploration on the 
  websites 
K  yes 
P04  Erm, and yeah, I spent quite a lot of time just mucking around with different 
  combinations…erm, some [laughs] which proved wildly expensive for not much return 
K  [laughs] 
P04  And, er, others where you could seem to get some quite nice effects for relatively cheap, 
  and I was quite interested to see, how close to your original design it would come 
  out…because a lot of the colours and the photos it would seem…and I know from 
  designing website before…that you kind of…you do it to make it look good, and it might 
  not look, not be necessarily be a 100% representation…erm, and because you have to tick 
  this box that says you’re not allowed any refund of any kind…I was just thinking well, what 
  am I letting myself in for here [laughs] 
K  [laughs]. It’s not a great selling point when you see that early on 
P04  [laughs] yeah exactly. But I’d never heard of Timbuk2 until… 
K  Had you seen, er, the Nike and the PUMA in store as well as online? 
P04  Er…yeah, I hadn’t seen the Nike one in‐store, but I’ve been up to the Carnaby Street, the 
  PUMA…place…and it was quite a few, well, maybe…three years ago, when they’d just 
  started doing it 
K  Yeah 
P04  Customising stuff then, so I’d seen it…from afar, so yeah I hadn’t gone up and spoken to 
  anyone about it, or seen anyone go through the process, but I’d seen where you could 
  design your own trainers in their store…and I’d seen some of the websites as well 
K  I noticed on your dictophone you said that the bag was exactly as you 
P04  Yeah it was…, yeah, I was surprised, really surprised…the only thing I was unsure 
  about…was the…middle section where I…it was $10…in the bag…where, shall I get it out 
  now? 
K  Yes, please  
P04  [lots of rustling sounds]…in the bag they have, erm…well, it’s kind of two internal 
  pockets…so theres, there’s this one that has, all these little pockets 
K  Right 
P04   Er, where you can hide and lose all sorts of cards and stuff…and then there’s this one 
  which is just…a single 
K  So that’s the bit you paid for 
P04  I think that might be…it doesn’t seem much for $10 [laughs]…yeah, er, but it wasn’t clear 
  on the website, whether or not you got this, or this, or what you were paying 
  for…erm…but the website was very good, it gave you all the angles from inside and 
  out…erm…you could kind of spin round a little bit…so I’ve got, it looks quite simple, you 
  know it doesn’t look particularly customised, just a nice pink and grey bag…but you, you 
  can, do all sorts of stuff…and you can change the materials [mumbles] 
K  Do you think this is harder to do this as a present for someone else rather than doing it 
  for yourself? 
P04  …its…for me it’s probably easier…erm…because it’s for my girlfriend…and we’ve been 
  together for a long time…and I kind of, well, I like to think that I know her quite well 
  [laughs] 
K  [laughs] 
P04  Well I think I do…[laughs]…but with, so with her I kind of think, ok…I’m pretty sure she’s 
  going to like it…whereas if it’s something for, I could spend…weeks on it…because I would 
  want to try all these little combinations of stuff…erm, and I would want to…to make sure 
  that it’s exactly exactly right…you know what it’s like when you do this sort of task that’s 
  on a website 
K  Yeah 
P04  Erm…and in fact that’s probably something about me that, that is a bit of a pain in the 
  arse sometimes, I’m a bit of a perfectionist [laughs] 
K  Which is not necessarily good for customising products online [laughs]  
P04  No, exactly, exactly. I think that’s why if I do it for someone else, I can kind of be confident 
  that I can have a pretty good stab at what I think…if it was for me I could have spent a lot 
  longer…I was going to get trainers for me but that [laughs] yeah [laughs] 
K  [laughs] 
P04  You’d have to speak to me at the start of a four year PhD to get anything back at the end 
  of it 
K  [laughs] 
P04  So I think it was good that I chose to do it for someone else 
K  And do you think that she appreciated it more, was she aware that you customised it for 
  her? 
P04  Er…she, she was…and…I, I told her that...after she’d seen it 
K  Ok 
P04  So, she saw it…and then, oh actually, it was quite funny the way I gave it to her, because 
  she wasn’t expecting me in it at the time…and I wasn’t expecting to be back in time…so I 
  didn’t know if I would be able to give it to her in person…so as it happens I was able to…so 
  it was in our wardrobe at home, in our flat, so I kind of hid it, so she was on her mobile 
  phone, and I was on skype, and I kind of had to direct her through the house to get it…it 
  turned out really well, because it kind of adds an element of surprise to it, and then she 
  found it and it wasn’t wrapped, and it was in the kind of white packaging that I got it in 
  from Timbuk2…and she opened it up and…I could kind of hear her response over the 
  phone…erm, which, I couldn’t see her face, I don’t know if that was a good thing or a bad 
  thing [laughs]…she seemed really happy with it, and then I kind of explained that oh yeah, 
  I found this website, and then designed it for you, and then she kind of…I think that made 
  her…sort of like it more, you know, she got more into it…erm..so, yeah, I think she really 
  liked the fact that…the idea that no one else could have a, or that she couldn’t walk into a 
  shop and pick it off the shelf…erm…and the fact that she was actually wearing pink and 
  grey [laughs] 
K  [laughs] 
P04  On the day that she was [laughs] 
K  A great coincidence 
P04  Yeah, it was kind of funny…on top…erm…I think if I would have, if I would have gone 
  down the more customised route…where you could say have three different stripes of 
  colour…and kind of a bit more, er, you know uniqueness, I would have been more worried 
  about whether or not she would have, was going to really like it. So I kind of…by stepping 
  back from the customisation and making it a bit more generic…I was kind of playing on 
  the safer side of it…erm…but no, she was, she was really happy with it…and really happy 
  with it as well that I…you know, spent the time…designing it 
K  Did you find that you told people about it once you’d designed it 
P04  Yeah, I mean I spoke to my erm, my mum and dad about it quite a lot, and my 
  brother…erm, my dad in particular because he…is quite keen on all this kind of, erm, this 
  technology stuff, erm…and I, er, I spoke to a few of my friends about it…erm…but, quite a 
  few of them are not really that way, not that way inclined basically…and the idea of sitting 
  on a website…to design their own…shoes, or bags or whatever…doesn’t really 
  appeal…erm, my brother thought it was quite cool, because…he instantly thought ooo I 
  could make my own record bag…cos he does his DJing and has a lot of records…erm…he 
  was really liking the idea of doing that…but a lot of my friends…well, the ones that I spoke 
  to about it…were just kind of like…what would I do that for, when I can just walk into a 
  shop and pick up a pair…erm…so I think it’s…either it’s because I like that sort of 
  thing…and design kind of…excites me…so that’s why I would kind of…do it…but…I’m, I 
  think my girlfriend probably would, or her friends would quite certainly like 
  that…erm…especially the bags, because with her and her friends, the bags are quite, well, 
  they’d be like, well my girlfriends was asking me about the other one, I can’t remember 
  the name but they use truck tarpaulins 
K  Yes…FREITAG 
P04  [laughs] you must have done a lot of customising 
K  [laughs] yes 
P04  Yeah…but they’re really quite keen on that…they seem to enjoy it, I don’t know if it’s a 
  gender specific thing…but the erm, her and her friends…seemed more keen…yeah, so I 
  don’t know if it’s a gender thing 
K  Yeah, I don’t know either, it’s an interesting thought. It’s interesting to think how the 
  branding comes into it, because lots of people don’t know about these companies in this 
  country, so there’s not much connection to the brand. Once you’ve bought something 
  you start to recognise the products when you see them around 
P04  Cos initially when I saw PUMA, I sort of took a beeline for them, because I sort of thought 
  that I recognise them, I know them, and it was only through exploring the websites, and I 
  hadn’t heard of any of the others…erm…and initially I kind of…well, actually no, saying 
  that…I didn’t think anything initially, but my kind of brand awareness…erm…just became 
  non‐existent really…I don’t know why, I guess I’m not particularly a brand orientated 
  person, like a have to have an Apple, or I have to have something that, you know, 
  something like that. It’s generally that if you know, I like something and it looks good, 
  then I’ll go for it…erm…but it was Nike and PUMA that was doing it initially, but when I 
  started looking at these other things, they were really cool as well…and that’s where I 
  spent more time, seeing how customisable and for me, how engaging the website was, 
  and how it would give me a representation of the product…but then I wasn’t worried 
  about what brand I had attached to it 
K  Did you see on Timbuk2 that they connect to Flickr? 
P04  I didn’t actually, no 
K  They seem to have quite a social community around the website. People tag pictures of 
  what they’ve got in their Timbuk2 bags and they appear on the website, so you can access 
  them and see what people are doing with their bags. It’s an interesting cross over of 
  websites 
P04  Yeah, I hadn’t seen that. My kind of interest in Flickr really came about through the 
  project that I’ve done previously [at university]…erm, it was just, when I started…it was 
  about travel photos basically and how people tag them. And then I became quite 
  interested in Flickr, as much for the website as for the ways that you can use the 
  information on the website…you don’t have to necessarily be on Flickrs website to get the 
  information…and kind of get access to it 
K  As someone who knows stuff about websites  
P04  [laughs] 
K  [laughs] probably more than the average user buying something on them, you were 
  saying it’s quite easy to navigate to customise the bags. Is there anything on the website 
  that jumped out at you as being good or bad? 
P04  Erm…I’m just trying to…remember 
K  Unfortunately we don’t have access to the internet here 
P04  I think the…the Timbuk2 one…it seemed…it seemed to work pretty well…you know, it was 
  quite obvious you know, you’ve done this step, now you do this step…erm, it was like I say  
  you’ve got pictures of…all the different angles, and as you change stuff…it updates very 
  quickly…but the stuff for the internal pockets, you know…is slightly confusing…er…and it, 
  you know, when you click that box for the pocket in the middle, nothing seemed to 
  change…there was no way of getting information about what that might be…but I 
  remember the…the other one…I got a bit annoyed about that in the end, because, I don’t 
  know if it was my connection, but it…really took forever…and it was a bit, to have these 
  kind of templates that you could move around on a tarpaulin…and erm…I was a bit, I was 
  never too sure…exactly what was going on and what it was going to look like, more 
  because erm, I didn’t, I didn’t…complete the process, because I just got frustrated before I 
  got to complete the process…erm, but this one it was easy to complete the process…and 
  to see kind of, pretty much what you were going to get 
K  Yes…So you didn’t feel you needed to read any instructions or any of the other 
  information? 
P04  No…I am one of these people that, I think, I must admit, that don’t read instructions 
  [laughs] 
K  [laughs] I think that if you’re on the internet you shouldn’t feel like you have to read the 
  manual 
P04  Yeah, and if I can see stuff…and I get a bit of feedback when I drag and drop stuff, or I just 
  click on a colour palette and stuff changes…then that’s…I’d rather do that…erm, and with 
  the FREITAG one I think, they had a big…right, this is how you use it…this is step one, and 
  this is step two…er, I mean obviously I have got time for that, but I haven’t got time to sit 
  there and look at that, I’d much rather be playing with cool stuff, and that was one of the 
  things on the PUMA one that was quite cool…you could, it was quite a complicated 
  process, there was a lot of individual sections that you could customise, the laces, the 
  print on the tongue, or the stitching on the sole…but because it was presented to you in 
  such a way that you could just, the next step the next step the next step, I was more than 
  happy to just sit there and do it 
K  Yes 
P04  Yeah 
K  It said in your diary that it arrived later than you expected? 
P04  Yeah 
K  Did the website give you some kind of indication of how long it was, and that was why 
  you got the date in your mind? 
P04  Yeah I think…again it might have been because I didn’t read…I think it’s because I 
  probably didn’t read all of the small print, as much as I could have done, but I thought I’d 
  seen, erm…that delivery was 2‐3 business days from when you processed the order, erm, 
  so I was kind of expecting it, I think I did it on the Tuesday and I was expecting to have it 
  by the end of the week…but as it was I think they send you confirmation within 2‐3 days, 
  and then there was kind of a week, er, 7‐10 days delivery time…but…you had to hunt 
  around to get that information, in the email that the sent you with confirmation of your 
  order, then they said somewhere down at the bottom, you’ll get it within 7‐10 days…erm, 
  but I only found that out once it hadn’t turned up, and I was like where’s my bag? So I 
  went back on, and then I read it 
K  Yes, you said that the email went into the junk folder in your email 
P04  …yeah…and…maybe that’s why I wasn’t quite aware of it…the hunting for that 
  email…yeah…I was kind of expecting it to be there and it wasn’t 
K  Yeah 
P04  It was only through a bit of further reading, and the junk mail stuff that I realise, oh, so, 
  this is what I was going to happen…erm, and also on…related to that as well, there was 
  this…they charged you, kind of this import tax…and these other delivery charges…well, to 
  me, it wasn’t made explicitly clear, erm, and it was my dad that signed for it in the end 
  anyway [laughs] 
K  [laughs] 
P04  [laughs] well I did pay him back for it…again, I just wasn’t expecting any of that…erm…but 
  it didn’t sour the experience, erm I don’t know if this is what you 
K  Yes, anything to do with how you feel is interesting 
P04  Yeah, it didn’t sour the experience…but it did just make me think, oh I wish that could 
  have been made a little bit clearer…so I really enjoyed the whole designing it, customising 
  it, ordering it, and the idea that I would be able to see the results in about 3 days, kind of, 
  really appealed…and then when I didn’t see the results in 3 days, and it turned out it was 
  going to take maybe 7‐10 days 
K  Yeah 
P04  And then I was gonna, and then when it did arrive, I got a phone call telling me it cost like 
  an extra £25 or something…all that kind of made me think [sighs], you know…I just want a 
  nice bag for my girlfriend that I’ve designed… 
K  What was the communication like in terms of the emails, do you remember? 
P04  Yeah, well…I had one when I er, I had one initially when I think I’d done the order…and 
  that came through, pretty much straight away…I think I wrote that one in the diary. And 
  then I had the one that went into the junk mail, about it having been dispatched or 
  something like that…erm…and that was pretty much the only, communication that 
  happened…I did have another email, maybe 2 weeks after I got the bag, erm…it did ask 
  me how was the experience, what did you think of your product, but…by then I still hadn’t 
  seen it, because it was at my mum and dads place, erm, so much got in my way so I 
  couldn’t get to that bag basically [laughs]…so I just, I just kind of ignored that email…erm, 
  but I was expecting, I don’t know why, I expected that the company would tell you that 
  they’d ordered it, tell you that they’d made it, tell you that they’d dispatched it, and 
  maybe ask for some feedback or not…but I was kind of, expecting a bit more 
  communication, erm…but I don’t know why I had that in my head, I guess, I was just kind 
  of thinking it would be more, present 
K  Yeah, I think I had the same thought over my purchases, you would imagine the building 
  of anticipation of some kind, because you’ve got this key stage of the experience waiting 
  for the bag, which is a part of the whole experience 
P04  Yeah, exactly, yeah, ‘cos I was…up until I realised it wasn’t going to be delivered on time…I 
  was kind of everyday thinking, brilliant, when am I going to see it…and then, when you 
  finally realise that you’re not going to, you’re not going to see what you thought, you kind 
  of…step back from that, and almost detach yourself, and almost think, right I can’t be 
  bothered to get excited until…I know it’s going to turn up 
K  Did you get an email…was it UPS that it comes from? 
P04  It was UPS yeah 
K  Did you follow any of the tracking info once you knew it had been dispatched? 
P04  Er no, because when, when I found the email in my junk, telling me that it had been 
  dispatched, I only found that, pretty much on the day that it arrived 
K  Oh, right  
P04  [laughs] So I didn’t have time for any of that 
K  Do you think you would have done? Is that the kind of person that you are? 
P04  Well, no I’m not, really, I just kind of have a bit of blind faith that when you click that 
  button, something is going to happen at the other end 
K  Yeah 
P04  Something’s going to come. If it doesn’t come then that’s when I start thinking well, 
  what’s going on?...But I did think to myself, it would be interesting to see where it goes, 
  where does it travel, erm…and I think I was partly thinking that because I was doing this 
  design probe, and I thought that…if I’m going to do this, then I’m going to find out exactly 
  what’s going on…but I didn’t really have a chance to do any of that…[laughs] mainly 
  because I didn’t pay enough attention at the start [laughs] and also…because, because I 
  was busy basically…erm, and by the time it occurred, it was already at my mum and dads 
  place 
K  Did you get to see it in its packaging to see what it looked like? 
P04  Yeah, I did, because I…opened it at home 
K  Oh yes of course, because you put it away in the cupboard 
P04  Yeah…well they kind of, got it for me, and they were going to open it…erm, because I told 
  them that I’d designed this thing, and…erm…they were really keen to see it, but I said look, 
  you can’t open it until I’d been there with my dictophone and that kind of stuff, and 
  opened it…so they were quite intrigued about it and they asked me quite a lot of 
  questions…erm, so yeah, I saw it in its packaging 
K  What did you think of it? 
P04  Well, it seemed…erm…well, it was just a white, hang on I took a photo…well I was 
  expecting it to be in a box or some kind of branded packaging, to kind of reinforce the 
  experience, so I was expecting that inside here, there would maybe some kind of Timbuk2 
  wrapping, or like, you know, like a polythene container…erm, but there was nothing, you 
  just opened it up, and there was the bag…erm…which…yeah, it didn’t make me think ah 
  this is it, but you know as soon as I saw it it was like oh wow this is it…but I did expect the 
  packaging to be a bit…more brand orientated…and to be kind of…like the customised 
  experience that you’ve had from the start…erm…whereas it was just like anything you’d 
  get from amazon, or…erm, you know, just a general package basically 
K  Do you normally buy stuff online? Products, or clothing 
P04  I don’t really buy, clothes online…because I…I like the tangibility of the shop, where you 
  can pick it up and try it on, and look in the mirror…kind of, you know, that experience, 
  whereas clothes online…you’re, you’re never too sure…I’ve done a few things mainly for 
  designed t‐shirts you know where it’s about £5 or £10 a t‐shirt, so it’s not a big 
  investment, and erm, you know, I can spend time there mucking about with logos, and 
  putting them on like…but generally I just buy electronics, memory…the kind of boring 
  stuff…that you know, it doesn’t matter what you get 
K  Do you think this has changed how you would feel about buying stuff online? Because 
  you’re happy with… 
P04  Well actually, I went on…after that, I got this online  
K  Ah yeah, I saw you had a picture of that 
P04  Yeah, that was kind of fuelled from this, because I think it was on the FREITAG website, I 
  saw you could…you couldn’t customise your own, but they had the iPod cases that were 
  all made from stuff like that, and it was like wow they look really cool…and erm, my 
  girlfriend didn’t know that I’d done this for her, but she wanted to get something for me 
  for my birthday I think it was, and I said oh I’ve been looking at iPod things, so there we 
  both spent quite a lot of time hunting around from different shops, online, looking for 
  iPod cases…and then I found this one, and kind of, bought that through an online 
  shop …erm…which, I wouldn’t have done that before, in fact the reason I was getting an 
  iPod one was that she bought me one from a shop, er…at Chrsitmas, and it didn’t fit…the 
  iPod at all…so I kind of…it just looked a bit generic and boring basically, erm, purely 
  because I’d seen these things that all looked quite cool, so I thought let’s have a look, so 
  that was quite nice, because we both sat down together, we were both, both looking at 
  these things, and you, you can’t customise it but you can see it from all the angles, you 
  could try out the colours that they have on offer…and that was like, a direct result of, of 
  this…so 
K  What do you think it would be like to customise a bag with somebody? 
P04  With somebody!...with me it would be a right pain in the arse [laughs] 
K  [laughs] 
P04  Erm, but I can imagine if you were doing it for someone, if the two of you were doing it, 
  you know my mum and I trying to do one for my dad or something…that could be quite a 
  good experience…but I...think it depends on the individuals 
K  Yeah. I had one probe participant who sat down with someone to design her trainers, and 
  she used it to reaffirm her decision‐making 
P04  Yeah, ok, yeah 
K  But I guess you like to do it on your own because you’re the kind of person who knows 
  what he wants.  
P04  Yeah, I think some people would really like it, I can imagine, erm…kind of, my girlfriend 
  and her friends sitting down designing one for another one of their friends, for their 
  birthday or something…because they could all do it together, it would be like that group 
  thing, erm…but for me personally, I would always rather do it myself…that’s because I 
  always have an idea of something, and then I, then I, do that and even though I listen to 
  other peoples advice…erm, I 
K  You still know what you want 
P04  [laughs] pretty much. But you know, sometimes some of that advice will, will bring about 
  a really good idea, so it’s like I’ll try and use that…but I generally prefer to take that, and 
  then do the evaluation myself, and, er…ok I might use that or I might not, whereas if 
  someone else was there saying oh I really want an orange stripe here…if I didn’t want that 
  I would be happy kind of…you know, if I’m parting with the money at the end of the day 
K  Yeah. Were you at all nervous about paying for it, considering you didn’t know the brand 
  or the website? 
P04  Yeah, I was a bit, yeah, erm, yeah, because I don’t normally do much online, I stick to the 
  big ones, that I know, erm…I was a bit dubious, especially as you had to tick that box 
  saying no, no refunds…and I didn’t know the brand…I wasn’t too worried about, not, 
  about losing the money, because I’m quite confident that you, you can always get your 
  money back on these websites, erm, and in fact I’ve had experiences even on ebay where, 
  I’ve been ripped off, and people say oh you’re never going to get your money back…well 
  I’ve always managed to, it’s happened to me twice, and I’ve always got the money 
  back…erm so I wasn’t worried about losing the money, I was more worried about how the 
  end product would be, and whether it was value for money…erm…and that was the thing 
  that was of most concern to me 
K  Would you say looking at it now that it’s value for money? 
P04   In total…I don’t think it is…erm…I think…it was the extra £25 of the import tax and stuff 
  that just pushed it out of my kind of like, ok I feel satisfied with that…I do really like it, and 
  mainly because it’s a probe, I know I’ll be getting some of that money back…erm…then it’s 
  value for money…but if I was going to go back and do it again I’d look more carefully at 
  the import charges, and I’d, I’d work out exactly whether, whether I thought it would be 
  value for money. I imagine on some of the bigger bags, they had some really nice er 
  laptop ones that you could design, erm…and them, although you pay more, now I know 
  about the tax on top of that it probably works out more value for money…the bigger you 
  go, the more value you get I think…erm…but yeah, on a face value yes or no value for 
  money, I’d go with a no…but I am really happy with their product, and I think if my 
  girlfriend wouldn’t have liked it, it would have been a different story, and I would have 
  been quite upset that I had spent that money on it, of going through the process of 
  designing it, and then it’s going to just sit in the wardrobe…erm, because she likes it, it 
  makes me feel good about it, and therefore…I’m not really concerned about the extra bit 
  that I had to pay 
K  Good…In terms of the probe…how did you find having to monitor what you were doing, 
  and recording things as you went along? 
P04  Erm… 
K  I don’t mind you saying things that you think didn’t work 
P04  No…initially…I was really excited about using the probe…partly because of the course that 
  I was doing…and I was just finding out about these different ways to research people, and 
  how, you know, you can kind of use technology…erm, and that was why I kind of 
  volunteered for it…and because of that I wanted to wait until I knew that I could give it  
  my all, and so erm I’d sat there and I’d looked through all of the different bits of the probe, 
  and thought alright, ok…it looked really really nice, so it was like oh, ok…I wanted to give
  this, give this my all…so I kind of waited and waited and waited…and then it kind of 
  dawned on me that…I’m never going to have time when I can really sit down, and really 
  labour over every aspect of it…so I kind of just launched into it…erm, the time, when I was, 
  er looking at the sites and designing the bag…then filling out the diaries and stuff was fine, 
  because I was doing it while, or pretty much straight after I’d done it…erm, but then the 
  time in between when you would…just waiting, erm…especially when I realised it wasn’t 
  going to come when I thought it was going to come…erm ten I was just, I kind of…I 
  wanted to be interested, and I could see it sat there in my office…and I could kind of…but 
  it always just sat there [laughs]…I was aware of it, but it always stayed kind of 4 or 5 on 
  the priority list behind everything else just kind of ticked off and got moved above it. But 
  then once I got the package and picked up the bag and I had it, then I was kind of, I 
  cleared everything off, and got really got excited about it, and I was really keen to 
  photograph it, and writing down, so it was, when it was at the forefront of my attention, 
  the product, the probe was as well, but as the kind of, the product slipped to the back of 
  my mind, so did the probe 
K  That is one of the challenges, to get people to monitor the times when nothing is really 
  happening and to stop people not filling in anything because nothing appears to be 
  happening  
P04  I mean it’s hard as well, because I, you had the scales, you know, of how are you feeling 
  on a kind of excitement level and stuff…and it’s had to gauge that when nothings 
  happening, because…some days I might be quite excited because something else had 
  happened to make me feel excited, but when I thought about it in relation to this product, 
  I kind of had almost a…not a numb feeling, but almost a yeah well, it’s going to turn 
  up…and you know, it wasn’t a daily thing, like oh I wonder what it’s going to be like, 
  again…erm it was just a kind of, ok I’m waiting, that was the feeling 
K  Yeah that’s interesting 
P04  But yeah, like I say, when it came, then going back to these star ratings, and trying to…you 
  know, ok now I’m really excited…again I think maybe up to one or two days afterwards, I 
  was still really excited about having got the product, but then because I was also packing 
  to try and sort out going to Holland, it dropped pretty much right down [laughs] and as 
  soon as I, kind of packaged it up and put it in the back of my wardrobe to hide it from my 
  girlfriend, then it, pretty much kind of escaped my mind. There was always a thought that 
  like, in 2 weeks, it’s going to come back out and she’s going to open it…erm, and that 
  made me feel excited, about her response…but I kind of, because I had a lot of other stuff 
  on, it just kind of, fell to the back really 
K  Because no researchers have actually done any research in this area beyond sitting at the 
  website designing the product 
P04  Right 
K  So, finding ways to get insights into that experience…without…manipulating it too 
  much…but at the same time being there to get the information is challenging 
P04  Yeah…I guess…I guess it’s erm, when you…if you walk into a shop and buy a t‐shirt of 
  something or a pair of jeans, then you’ve got that excitement of looking at them, trying it 
  on, it’s all very nice, take them home…and you wear them, maybe for the next 2 weeks or 
  something…pretty much all the time…and then slowly, you’ll, you’ll like it and it’ll still be 
  one of your favourite items of clothing, but then it’ll diminish its, erm, domination of your 
  wardrobe…but with this, because it’s a present for someone as well…once you’ve given it 
  to someone…my girlfriend…she wore it on that day to school, and she’s taken it to school 
  every day since then [laughs] she’s a teacher by the way, just for the record [laughs] 
K  [laughs] 
P04  Erm, but she really likes it, and she liked talking to people about it…and it was almost as if 
  I would have bought something for myself…I would have done that initially, but because I 
  kind of handed it over…and then, that experience for me, it kind of ended then 
K  I’m just having a look at your photos [rustling sounds], I quite like this one that I 
  saw…made in San Francisco 
P04  Yeah, I really liked that one, it made me think, I don’t know why, it made me think oh 
  cool…it’s like, handmade in San Francisco, it’s just…it sounds better than stitched together 
  in China by some small children [laughs]…it gives you that kind of authenticity…erm, and I, 
  I really liked that, that’s why I took a photo of it…and that kind of backed up my feeling of 
  oh I’ve made the right decision here…erm, because it looks really well made, and it felt 
  really nice 
K  It was interesting that when you were talking whilst you designed it, you were talking 
  about trying to match up the grey colours  
P04  I was yeah…and funnily enough…they didn’t have, a, erm, this grey colour...for this 
  logo…which again, because I’m design orientated, kind of frustrated me, because I 
  wanted to have that kind of symmetry, you know that kind of…that was important, you 
  know…so I kind of had to get a best fit, so that it silver, and it looks kind of white in 
  sunlight 
K  It’s still a good combination, but it’s a strange thing for them to do, you would think they 
  would match up the colours. 
P04  Yeah, you would, and some of the colours did match up, I think, you know…if you chose 
  the black or the orange, then you could get it to match up, but there were a few of them 
  that were missing 
K  Right 
P04   It…clearly…it didn’t stop me from doing it at the end, because I knew that I really wanted 
  these colours…erm…and although that it quite a prominent feature on there…I believed 
  that I could select a colour that would fit for both of them…and this inside bit…I really 
  really like this…because it wasn’t all that clear on the website that you could get all that 
  stuff in there…erm, and that was kind of an added extra for me, because I think I said, she 
  loves all these pockets where you can lose stuff, and…all these secret little bits 
K  Yeah 
P04  So that was a real kind of like, oh wow, this is, it made me kind of like it even more…it was 
  like, above and beyond what I was expecting 
K  What was it on the packaging? It looks like a…map?...do you remember? 
P04  No…I think…it was just one half way kind of bluey, where they had the…oh no, that was 
  this…it might be…I’ve still got the packaging at home…I think it might just be the other 
  side of the packet…? Ah yeah, and my Wii, I’ll miss that in Holland [laughs] 
K  [laughs] So, are you the kind of person that buys all the latest technology as it comes out? 
P04  No…well…I like to think that I might be, but I’m not really, mainly because over the last 
  few years I’ve not had enough money to do that…because I’ve been travelling and saving 
  for other stuff…erm…but I keep up to date with what’s coming out…but the Wii for 
  instance, that’s been around for a couple of years…and I only got my own one at 
  Christmas…so…I’ve played on different peoples…and again, that’s …partly because I was 
  away and out of the country for a whole year, and…leading up to there, I didn’t have 
  much money, like my iPod is…it’s not a particularly new one, but my brother bought that 
  for me as a present…and I’d seen them, and though that’s quite cool, I’d quite like 
  that…just like now, I’ve seen the iPad, and I think that’d be quite nice to have one of 
  those…but…I wouldn’t say I’m one of these people who has to have it…I mean, I have 
  friends who are, who are those people…but I’m definitely not them [laughs] 
K  [rustling sounds] I see you’ve started on this [looking at the sticker chart]. Do you have 
  any comments on this and how it worked? 
P04  Well, when I started, I saw the stickers and I thought this looked really cool, and I didn’t 
  really know what I was going to do with them…but I thought, ok, they look good…and erm, 
  because the communication with the company was so short, I think, erm, to do it on the 
  day we bought it, then whenever you got communication you do another one, then the 
  mail I received there was the only impression I had. And then once I…I don’t know why, 
  but I didn’t actually think about doing it once I’d received the bag…I think because I picked 
  it up from my mum and dad, and I hadn’t actually had it delivered from the 
  company…erm…I just, it didn’t occur to me to do that, because it wasn’t communication 
  with the company…that had kind of been finished and done…and when I received the 
  email saying how are you feeling about your product, because I didn’t have the products, I 
  didn’t fill it in, but this was the one bit that I felt a bit guilty about handing back [laughs] 
K  [laughs] no, no 
P04  It’s just that I didn’t really have much communication with the company…erm 
K  But even that in itself is a useful insight, to help think about different ways to do this    
P04  Yeah, and I…I think maybe partly why I think I expected more communication from the 
  company…because I had two whole sticker books  
K  [laughs] 
P04  [laughs] and all this space...and I was kind of thinking oh that’s really cool, but it never 
  really came about either…and then I forgot about it 
K  I was trying to create a neutral activity that could work for any company, for example if 
  you had ordered from PUMA you might have had to wait for 8 weeks, so you might have 
  gone back to the website, or the shop 
P04  Yeah 
K  I think Timbuk2 is abut the shortest delivery period of any of them [laughs] 
P04  [laughs] Right…so I’d seen the PUMA, and I did go through and design myself a couple of 
  different pairs of shoes, and it said something like 6‐8 weeks, and you can come online 
  and see how it’s going…erm, and I guessed I’d envisaged more of that happening with this, 
  erm, but almost the experience of waiting for it was over before I realised it had 
  begun…because it went into the junk mail, because it was quick…and the stickers 
K  What did the stickers mean, do you remember? Because it’s interesting to see how 
  people use images as well to communicate something 
P04  Yeah…here I think I …I was just a bit annoyed, I think this is where I found out that it 
  wasn’t going to be here quite as soon as I thought it was…but equally, I was quite happy 
  because I’d just ordered it, and I was trying not to let this fact ruin my overall 
  experience…erm…and I can’t, I think, I think I kind of decided like this was a neutral colour 
  palette…so there wasn’t anything too extreme, there wasn’t anything black, or too…too 
  depressing on there, so the balance of these two, I was just kind of trying to show I’d 
  done it, I was a little bit annoyed that it wasn’t going to be quite how I thought it was 
  going to be, but anyway it was good, and erm…and yeah…I think this was when I found 
  out that it was gonna…er, no I hadn’t found out about the charges my dad paid for it...but 
  I think I was happy that it had been dispatched, and I thought this was quite a cool image, 
  and I thought that yeah, that’s good…but I do remember feeling a bit kind of, what’s the 
  word I’m looking for, a bit nonchalant, or kind of like it’s a shame that I have to dig around 
  in my junk mail to find it…you know, this thing that I’ve laboured over is finally going to be 
  dispatched…yeah…but it was quite hard to pick out the images because it’s quite hard to 
  put the moods into pictures 
K  I was going to ask you that 
P04  Yeah, I’ve tried to do that with design projects before…and you kind of ask people to look 
  at a set of pictures and give them a word, and you ask people to choose a picture that 
  best represents that word…and…it’s the first time I’ve been on the receiving end of 
  that…and it is quite an awkward thing to do, because you have like a few emotions, but 
  one picture, if people pick up on that image, can really dictate the whole experience…but 
  it’s not, an experience isn’t like that, it’s made up of a whole lot of little things 
K  Exactly 
P04  Erm…so I...it’s probably good that it’s restricted to three, because otherwise I probably 
  could have given you like, an A3 sheet…because when you look at the picture as well, it 
  makes you think and it triggers other things off, erm…and it’s…it’s kind of hard, I found it 
  hard to keep everything back to my experience with the bag…because I think because it’s 
  pinned to a lot of other things…like my perceived understanding of my girlfriend, and 
  what she would like, what I thought she’d like, how I was feeling about the websites, and 
  all these other things…what else have I bought her in the past, and erm, how did that 
  make her feel, what websites have I used in the past and how did that make me feel…and 
  I had all those, kind of feelings when I was thinking about this bag, erm…so yeah , it was  
  quite hard just to pick out maybe three, because I thought that maybe you could look at 
  that…and maybe think…well the yodel feeling is maybe, well, is maybe just a bit sad about 
  the whole process, or a bit, depressed about it, but no that was just a tiny part 
K  Yes 
P04  And there was a big part that was really happy, that, you know I’d been through it and 
  would hopefully get the bag I wanted 
K  The original pilot didn’t have any of this sticker stuff in it, and I was finding that when 
  people were filling in the diary during the week, they would write nothing is happening, 
  so I wouldn’t get any feedback at all, and they wouldn’t always communicate how they 
  were feeling at certain times, and then couldn’t remember a feeling from 6 weeks ago 
  when asked, so this works as a kind of prompt to remind people how they might have 
  been feeling, because you make your own association with the images, so I don’t need to 
  work anything out from it 
P04  Yeah, that’s it 
K  because it reminds you of how you were feeling 
P04  Yeah…it does, because I can remember looking at that thinking, oh yeah, that’s pretty 
  cool, because it’s not…a directly angry image of really being annoyed at something, 
  because there’s still some comedy to it, because it’s a cartoon, but it’s a cartoon that, 
  that’s showing a bit of anger, and that’s how I felt basically…I just…it hadn’t soured the 
  experience, but I was just, just a bit annoyed because it hadn’t been exactly how I felt 
  about it 
K  Did you spend a lot of time picking the images? Because it’s really interesting that…the 
  maximum number of categories described is about 10, but almost everyone has used 
  exactly the same images 
P04  Really? Can I have a look again 
K  Yeah, I think everyone has used that set of 6 images. So I’m curious as to whether they’re 
  just the ones at the front of the book, or 
P04  No…I looked through, some of them are repeated…and things like, I think it’s about what 
  appeals to you as a person as well, but things like this, the Christmas one, I just didn’t 
  think was…relevant…some of them, like these kind of…these graphics…they just didn’t 
  really appeal to me personally, so I couldn’t attribute any feeling to them…whereas things 
  like this…I could kind of instantly attribute a feeling 
K  Yeah, your own associations 
P04  Yeah…erm 
K  I tried to pick a big mix of styles for that very reason, so in theory there would be 
  something that would appeal to people…but it’s an interesting one 
P04  Yeah…’cos some of them, when I went through, I thought like how, what, how am I ever 
  going to feel like this? I just couldn’t even picture ever using that 
K  Yeah 
P04  Erm…so I guess I was looking for things that I could, like, relate to in terms of feeling 
K  No that’s good, that’s just interesting that everyone’s used the same ones 
P04  And I did quite like these colour ones because they…they did give you a way of conveying 
  just a general mood, so whenever I think of [mumbles] I think of that colour as well, so 
  that gives you quite an easy way to do it…[rustling]…I was hoping to use more of these 
  ones, but because I didn’t have much communication …erm…and I didn’t create an 
  account or anything like that… 
K  Yeah, they’re not all going to be relevant for Timbuk2 
P04  Yeah…so I had kind of envisaged using more of these ones…in fact it was purely the email, 
  and that was it. I think in terms of use, it does all depend on the person and the 
  subject…and people that enjoy the kind of creative side, or analysing their creative side, 
  would really enjoy it…but I can imagine, other people, my dad for instance, he just 
  wouldn’t get it 
K  Yeah 
P04  He’s look at a picture of a dog, or surfing, and just think where’s my memory stick from 
  Amazon basically [laughs]…but maybe with a customised product, maybe you’ve already 
  got that market…because they’ve chosen a product they can customise, because they 
  think they’ve got some kind of…creative flair…so therefore their makeup might support 
  that kind of product 
K  Yeah… 
P04  I quite enjoyed these cards 
K  I liked the diagram of your life 
P04  [laughing] I know it’s sad, but I did a couple of different diagrams…because I’d never 
  thought, erm, I mean…a map of your life…and I quite liked the concept of it…so I did like, 
  2 or 3 on an A4 sheet, erm…this is where I spent my time [laughs] 
K  [laughs] 
P04  But I, I really liked the idea of doing that…I kind of…yeah, I enjoyed doing that  
K  Interesting…I think everyone put Apple as the brand 
P04  Yeah 
K  They are the most well know…and I’m quite impressed that you’ve swam with whale 
  sharks [laughs] 
P04  [laughs] yeah 
K  That’s a great fact to be able to tell about yourself 
P04  Yeah I had a lot, I’ve got a lot of good experiences I could put down for that one…but that 
  one really stuck out I think. I think, maybe…as well, ‘cos erm, this is for my girlfriend, and 
  we travelled together as well…and it was something I spent months trying to convince her 
  we should do…and she didn’t even swim before we went travelling, and I taught her how 
  to swim and everything 
K  Wow 
P04  Erm, and then we had to jump into 100‐200m deep worth of sea, and swim with these 6 
  or 7m fish, and it was quite a, quite a, it wasn’t just the experience of swimming with the 
  fish, it was the experience of doing it with her, knowing that I’d kind of helped getting her 
  to that stage…erm, so yeah that was really good 
K  So your round the world ticket 
P04  Yeah, that was the first time, I’ve done it twice…[laughs] 
K  [laughs] wow 
P04  Yeah, when I was 18, they bought me that, that was my birthday present, and then…when 
  I did it just recently, er…I bought that as a present for having done a lot of work 
  [laughs]…but yeah, that was definitely the best present, because that…I’d wanted to 
  travel for a while, and I’d worked when I was 16 in shops with people who were a bit 
  older, and they were just going off travelling, and I…I always wanted to do that…and 
  that’s kind of what, because I loved that experience so much, that’s what kind of fuelled 
  the rest of…my passion for travel I think 
K  When you picked your words for the company, had you got your product by then? 
P04  Er…I, I don’t think I did have it…no I did this just looking at the website…erm…yeah, so I 
  hadn’t seen the bag, but I had an impression of what it would be like, based upon, 
  er…looking at the different combinations you’d have…I think they have a, I think it’s 
  Timbuk2, they have er…a testimonials bit, or…some sort of comments from people, or 
  maybe it was this community thing you’re talking about, but just by reading those sort of 
  things I built up this impression in my mind…but I think that if I would have done that 
  after, I think I would have, would have done very similar words I think 
K  Yeah 
P04  …[rustling] What makes me different [laughs]…I always have to be right, and always want 
  to be involved…yep [mumbles] 
K  It’s interesting how you can build up a picture of somebody, it’s hard as I said to you at 
  the beginning ‘what are you like?’, but this helps me to glean insights into the kinds of 
  things you would buy, and the kinds of things that are important to the person 
P04  Yeah…I guess in some ways…I…these things are definitely true…and the things about 
  liking technology and stuff, they’re true as well, but…they’re maybe lived out to a lesser 
  extent…er…because I could keep up with technology, and…those kind of things through 
  the internet, by just reading about them, and stuff…and reading different news articles 
  and blogs and stuff…but these things, for me, you have to physically do them, to…to make 
  them happen, like you can’t talk to people to abut swimming with whale sharks, and 
  bungee jumping…if you haven’t actually done it 
K  Yeah 
P04  Erm…so I guess that’s what makes me different, that I like to go out there and experience 
  it…and then, then talk about it 
K  The last one, would you say that is still true having bought it  
P04  [mumbles, reading what he wrote for a probe activity]…partly…but I think, having gone 
  through it all as well…I think it’s the experience of doing it as well…because that gives you, 
  that gives the bag a story…erm…and when people say that’s a nice bag, you don’t just say 
  oh yeah I got it from this shop, you know, down the road…erm…you’ve got that whole 
  story that goes with it…and that makes, that makes you feel better about it…when I was 
  talking to…talking to people about what I bought my girlfriend, I didn’t just say…oh I got 
  her a bag from Topshop or something…I…I, had all this extra information about the 
  story…erm…and I think that’s why I would go and customise something again, because it 
  would…yes, the end product is a unique product…but you get these extra layers on top of 
  it…about the kind of experience that you’ve had, that makes our product feel more…more, 
  er special…and you put more value into it I think 
K  I think we’re done. That was excellent, thank you 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P02 
Probe activity data 
Transcript of voice recorder data within the probe kit 
 
Transcript completed by Kate Herd.  
15 separate recordings taken from an Olympus VN‐2100PC voice recorder.     
 
(…indicates a pause in the conversation) 
Gender key for conversations: 
 
V   male 
W  female 
X  male 
Y  female 
Z   female  
 
 
31.01.09  13:40  Length: 0:16 
“Wow…one hundred and sixty seven pounds for a bag! I thought it was a hundred, more 
expensive than I initially anticipated…I’ll just stretch my pocket now” 
 
31.01.09  13:40  Length: 0:04 
“This bag better last me forever!” 
 
04.02.09  06:39  Length: 0:20 
“Erm…as I said yesterday in the email that I sent to you, erm…FREITAG has now been in contact 
with me they’ve sent me this weird email, like with this, all, like they’re trying to comfort me, 
because I’m having problems purchasing the bag…it was kind of funny, kind of soothing, and 
slightly irritating all at the same time” 
 
17.03.09  09:10  Length: 0:18 
“FREITAG has now sent me two emails, one that they’ve cut my bag, and secondly when it was 
finished…I just thought it would have been nice if they’d actually, kind of like shown you a picture 
of the bag, like, when it’s cut, even if it’s just a piece of it, that would be pretty cool” 
 
19.03.09  15:53  Length: 0:28 
“Erm…visiting FREITAG website, there’s a…image of this…erm…this guy in this mask, planting 
tomato seeds…quite weird, quite erm…all of the FREITAG bags I guess is something to do with the 
whole…ecological aspect of the company…erm, recycling, and being environmentally 
friendly…quite cool, quite odd…I think there’s more to it, I’ll look into it later” 
 
19.03.09  15:55  Length: 1:32 
“Erm, I’m getting a little anxious about my FREITAG bag purchase now, it’s erm…I know they said 
it takes about a month…I’m getting like really really anxious…time is ticking…erm…this, this year 
of university is almost over…and as much as I like the current bag I have, and the emotional bond 
that somehow I’ve been forced to forge with it, because it works, erm…[coughs] …I’m just, I’m 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afraid that, I don’t know, I don’t know how it weighs up against the bag I’ve got now…to see if it’s 
probably, worth it, I know it’s probably worth it, I’m just getting really excited, and really 
nervous…and I guess something the company could probably do is, have a way for you to see, like, 
how far along the process actually is…like a, like the link for your bag that you see, like a timeline 
or such…that would tell you…or show you how, how far along within the process before your bag 
is shipped…whereabouts you product actually is in terms of production…erm, something like that, 
maybe quite cool…and then after it’s shipped, then, then it’s just a matter of waiting, yeah, and 
anticipating like I am right now cos I don’t know if it’s been shipped or not, I guess it hasn’t 
because I don’t know the emails not here just yet, but I’m just just getting really excited and really 
nervous, and really…jumpy…it’s excitement I guess…anxiety…nervousness…” 
 
22.03.09  18:20  Length: 0:21 
“Looking at FREITAG, checking out FREITAG once again, I see they’ve actually got shops in London, 
actually close to where a lot of people I know are [mumble something], and London Graphics 
Centre, erm, somewhere in Stockwell…and somewhere in the West End I’ll have to check ‘em out. 
I’ll let you know what’s going on” 
 
24.03.09  08:53  Length: 0:11 
“[music playing in the background] Anxiety still. Every time I see a post, every time I see a Royal 
Mail van I’m looking out for my bag, and still it’s the same I’m just anxious anxious anxious” 
 
30.03.09  20:04  Length: 12:36 
“I’m in my room, just got home from uni…stressed because I’ve got about six deadlines this 
week…erm, in my room in halls, sorry…it’s quiet, as it usually is…there’s a rare [mumbles] of a 
donkey and that outside…I’m quite anxious because erm, yesterday, just yesterday I had erm, I 
had, I had missed the delivery twice, and I had to leave some er change with the guy, just so that 
when he came to deliver the package he could pay the shipping, erm and freight and all that, and 
that was quite…erm…harrowing I guess, having to run around and miss university, trying to get 
this bag, but it’s here now [laughs]…erm…the package, first impressions…hmm, [rustling sounds] 
let me just leave this running [sounds of packaging being opened] I feel, though, I just want to rip 
it open [sounds of packaging being opened] er, I can’t find my scalpel [loud sounds of tape being 
ripped from a box and then scrunched up] here we go…woohoo [sounds of tape being scrunched 
up, then sneezes] excuse me…it’s…seriously dusty [rustling sounds] very, very dusty [rustling 
sounds] once all the plastics gone, got my little erm…my delivery invoice  [rustling sounds]…didn’t 
expect to pay the shipping, charges, forgot to read the fine print…the all so important fine print 
that I missed…so I had to pay like £40, which I wasn’t…[stresses word] TOO enthused about, 
but…such is life [rustling sounds]…[long pause]…hmm, seems though the camera don’t work too 
well [sniffs]…better [mumbles] the camera if they’ll give you some more money, I guess 
[laughs]…it’s a really interesting project, but I think I’ve…I don’t think I’ve used it…well, or 
enough…[background noises] I think the batteries are dead as well [lots of noise] [speaking loudly] 
quick change, quick change, quick change, quick change [lots of background noise] where are 
batteries, where are batteries, where are batteries, where are batteries [sound of packaging being 
opened]…this is good timing, the battery has run out as my product has arrived…er, how do I put 
these things in?...oh…there you go [background noises]…that’s better…there you go…FREITAG 
individual recycled freeway bags [rustling noises]…step two [sigh] how do I feel?...erm, 
relieved…very very relieved…first impressions, of the outer case…not essentially great…but it’s 
the package is what’s important…lots of cardboard, I love it, that will be useful…hmm, there’s 
some people in the kitchen, I think I’ll get some, some input from them [rustling sounds] this is 
going to be a long one [sounds of walking though a corridor…knocking on a door] what do you 
think? [loud background music] it’s a bag [mumbling and loud music] a bag made from, recycled 
truck tarpaulins and…erm, uh…what do you call it, like old bicycles bits and  
X  Oh, like inner tubes and bits and bobs, old rubber and stuff 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P02  Yeah…what do you think? 
X  It’s cool [lots of background noise]…I always forget, that they do that with shoes as well, 
  you get old erm 
P02  Really? 
X  Yeah, they, erm, I’ve forgotten what it’s called…It was in GQ magazine, it’s basically you 
P02  What magazine? 
X  GQ…they’re like, they look really cool as well, these trainers, old just, old tyres 
P02&X  [both mumble lots of background noise] 
X  Why would you get it though?  
P02  Huh? 
X  Why would you get it? It is pretty cool but erm 
P02  It’s part of this project, erm, project, she’s looking at erm, mass customisation 
X  Oh right 
P02  Products that [mumbles]…so erm, slightly caught [?] in it, that’s what she requires 
X  Oh…erm, that’s cool [mumbles with background music] 
P02  [mumbles] she gave me [mumbles] for anything I want 
X  Mmm 
Y  [mumbles, lots of background music]  
P02  [mumbles, lots of background music] I was upset but  
Y  Is the bag made from another product, canvas? 
P02  Sure, tarpaulin 
Y  Tarpaulin 
P02  So what do you reckon? 
X  So it’s a really durable bag isn’t it, so it can be chucked around, so you don’t need to 
  worry about it at all 
Y  [mumbles] 
P02  It’s because it’s  
Y  I know, I know 
P02  It’s used 
Y  I know, I know 
P02  You get that, and because, I actually saw someone with one [loud background noises, 
  mumbles] it was like yesterday I see one of these bags, and then today…I get mine 
X  What’s the website? 
P02  FREITAG dot [spells] C H 
X  Is it on there? 
P02  Yeah it should be…[mumbles] 
X  [mumbles]…Oh come on 
Y  [mumbles] 
X  Are they available in different sizes and different colours? 
P02  Yeah, because erm, they give you…this is the erm, F12 I think 
X  Yeah 
P02  Yeah I’m sure it is 
Y   [loudly] WHY 
P02  Because it’s part of a research thing! 
[lots of raised voices and laughing, primarily Y, can’t decipher words with the background noise] 
X  I appreciate the design 
Y  [mumbling] 
P02  I care about what it represents 
Y  [mumbling and laughing] actually I like it as well 
[Y and X mumbling] 
P02  People, people…these bags will 
Y  [mumbles over P02] 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P02  I’m sure of it…it’s just because these ones, the used ones, are always the ones that are 
  [mumbles] and obviously the fresh ones are probably used for the ones that are cut, they 
  keep in store 
X  [mumbles] throw it around 
P02  Yeah 
  [someone talking and a banging noise] I’m jumping on it [lots of people talking at once 
  then mumbling]… 
P02  There’s a little thing, a little thing, erm, attached to it 
  [someone mumbles] 
P02  I’m trying not to do it…they’re giving me no choice…for what it represents [mumbles] 
Y  [mumbles] 
P02  [mumbles] 
Y   [mumbles] 
X  Say everything you just said again 
Y  I said I like it for the idea 
X  Yeah 
Y  I just don’t like how it looks like…it’s a good idea 
X  It’s all about personal taste isn’t it? 
Y  It’s not ugly, it’s just dirty  
X  But the idea, have you come across any sort of product, or anything to look at, that 
  everyone likes straight away 
Y  If it was black…but the cream, huh 
P02  That’s what I wanted 
Y  [mumbles] 
P02  [mumbles] 
Y  [mumbles and lots of background rustling]…why? 
P02  Part of the project   
     
30.03.09  20:17  Length: 3:07 
P02  They’ve got another thing in the back 
Y  [mumbles] 
P02  [mumbles] attach what 
Y  [mumbles] pull it under [mumbles] 
P02  I guess so 
Y  [mumbles and laughing] 
P02  [mumbles] 
  [lots of mumbling and loud voices] 
Z  I want one I want one, where did you get that bag from? 
Y  [mumbles] 
Z  Oh my God, oh my God, that I like, it’s so great 
W  I think I’m going to buy you one 
Z  And in purple, do they do it in purple? 
[Z & W mumble enthusiastically] 
X  I thought I saw it in purple 
[Z & W laughing and mumbling] 
Y  [mumbling] 
P02  Yeah but…these bags are in museums…it looks like it don’t it 
Y  [mumbling] 
[everyone mumbling] 
 
 
30.03.09  20:21  Length: 01:27 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P02  [TV in the background] [mumbing]…erm, I don’t know maybe you might get this better 
  than I do. What do you reckon these things mean, all these things are like this with these 
  two guys 
X  Mmmm 
P02  What the hells that about, there and there… 
X  They’re just showing…how tough this bag can be, maybe? 
P02  [mumbles] 
X  Go on the website, it might say something there 
P02  It don’t!...the website just sells the bags and stuff, it doesn’t explain any of the imagery or 
  anything…it’s up to interpretation I guess… 
X  [singing] easy like Sunday morning… 
 
30.03.09  20:26  Length: 5:03 
P02  [Background noise] Erm…part of me, is slightly, er, it’s minor, about what, I erm, what I 
  would change, just…I get exactly what I wanted, but just…but I’m a peculiar person that 
  just wanted it to be exact   
X  Exactly how you want it 
P02  Exact, yeah…how it, how it was pictured on the net…[background noises, things being 
  moved around]…ideal, does…I didn’t think of that, idealistically 
X  You didn’t think about it idealistically? 
P02  Yeah, I just sorta liked the concept and just went, right I want one… 
X  …Well, everything you buy is kind of, tells you about status…tells something about 
P02  Yeah, that’s true…well yeah, erm 
V  Was that your delivery?  
P02  Yes it is 
V  One of those eastpack ones? [mumbling]…yeah I love those bags, it’s one of those 
  messenger bags isn’t it 
P02  Yeah 
V  [mumbling] 
P02  [shouting, half joking] PEOPLE CAN’T APPRECIATE THIS STUFF [laughing] 
  [lots of people talking at the same time] 
V  …one of those bags where, like if you’re on a bicycle and [mumbles] [sounds surprised] 
  What’s it made of?  
P02  It’s erm…recycled truck tarpaulins  
V  Oh really? 
P02  That’s what that is 
X  Inner tubes and stuff 
P02  Erm, it’s got inners and seatbelts  
V  [mumbles] should get one 
P02  Yeah [mumbles] pound later…Well, you buy your bag for around, how, how much do you 
  normally spend on 
V  About thirty [eighty?] pound 
P02  Well, it’s about the same price for one of these bags and you get fifty pounds back 
V  How do you get fifty pounds back? 
P02  By taking part in this, this little…research project 
V  What what what? 
P02  It’s a research project I’m taking, erm,…from one of my tutors from last year.  
V  [surprised] You got this free? 
P02  No, no I don’t get it free, I am, I am  
V  [talks into voice recorder] Hello! [laughs] 
P02  It is recording actually…but erm, yeah she just, she’s doing her, her PhD in mass 
  customisation of products and stuff 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V  Yeah 
P02  And as a thing you buy something, fill in the information for her, just write a bit in the 
  diary now and then…fill in a card about how you feel about it…do some stickery bits…and 
  send it back to her 
V  And you get a free bag? 
P02  No, you’ve got to buy your bag 
V  How much is the bag? 
P02  The bag, cost me, just about…coming close to a hundred and fifty pounds 
V  Ok…and then you get sent back fifty quid? 
P02  Yeah, you get it back, you’ve got to get it back as vouchers, because 
V  Oh…ok 
P02  So, have you said anything yet? [laughing] 
X  Me…I did say something 
P02  [laughing] everybody just wants to [mumbles] 
V  Sorry [laughing] Who is it, who is the person doing it? 
P02  It’s Kate Herd 
V  Oh right 
P02  Yeah, she’s erm…one of my tutors from last year 
V  Oh ok, yeah…that’s alright 
[lots of people talking, mumbling, lots of background noise] 
V  [laughing] You really love this bag! 
P02  [mumbles] 
 
30.03.09  20:36  Length: 01:00 
The following is the sound I’ve loved and hated for the past month…[a mixture of sounds from the 
FREITAG configurator which are indicators that an action can’t be done] 
 
02.04.09  10:40  Length: 0:08 
P02  [music playing in the background] Now enjoying my five year old baby [mumbles] 
 
02.04.09  10:45  Length: 01:06 
[music playing] This is sort of a little bit in retrospect [coughs]…erm, yesterday I had a Dezac 
presentation and I…I took my FREITAG bag on its first outing yesterday…and erm, got a lot of 
positive response from erm…from colleagues and stuff, erm…I really like the bag [mumbles], and 
I’ve been talking about it, incessantly and when they finally saw it, yesterday, it was really cool, 
erm…I feel, I feel nice about my bag, I feel quite…it’s better than I expected, it’s quite rugged…and 
erm, just just, just feels durable, it’s something that erm, I’ve kind of wanted, something that, a 
bag that…I buy one bag and I don’t think I’ll need to buy a bag, almost ever again, as I don’t think 
this…is going to tear… any time soon I guess [sniffs]…well made, sturdy, does the job…exactly 
what I wanted 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Transcript of written comments 
 
 
DESCRIBE IT: 
missing 
 
 
 
Task Cards 
Describe it – what makes me different: 
I am more focused and determined than most, I can’t see a situation going to pot and not do anything 
about it. Normally shy extrovert when overjoyed. Quietly gets involved in many things. Enthusiastic 
character. Many faults but my personality comes through. Honesty.  
[date: blank] 
 
Describe it – your most frustrating experience… 
Running to 6 different bathrooms trying to find one that wasn’t occupied dirty or containing cutlery/pottery 
in halls when I was going through a spell or diorhea. (that word isn’t spelt right) 
Your best experience… 
Being told or acknowledged for achievements/designs. There is something very energising & special when 
colleagues appreciate your work. 
 [date 09.04.09] 
 
Describe it – people customise things because… 
They want something unique and out of the ordinary. A medium to express themselves and their creativity. 
No‐one wants a standardised item and as influential as Globalisation is standing out from the crowd and 
being an INDIVIDUAL [underlined] is equally as important. This is something I believe larger [brands crossed 
out] more global brands have caught on to and are implementing. Plus there is a near hallocugenic 
effect/feeling when you have created something for you by you. THE CREATIVE GENIUS OF ME kinda thing 
 [date: 11.012.08] 
 
Describe it – a brand that stands out from the crowd… 
Virgin Atlantic. 
Since their very beginning they have offered a unique service that helps keep people coming back. 
They have bright bold quirky colours like those of the Memphis group. They are witty & cutting edge in their 
service touches. Headed by a money making mogul The Virgin experience sticks! Assured, Confident, 
Luxurious, Quirky, Consumer oriented, Sexy 
 [date: blank] 
 
List it – choose five words to describe the company you’re buying you’re buying your customised product 
from 
1. Green 
2. Pioneering 
3. Original 
4. Quirky 
5. Idealist 
NB Switch 5&1 
Company FREITAG 
[date: blank] 
 
Describe it – the best present I ever received was… 
A Christmas card from a friend in halls 
Because… 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I wasn’t really that close with many people in halls & the card was largely unexpected and thoughtful. 
Helped make Christmas ‘07 
[date: blank] 
 
Draw it – something I have customised or would like to customise… 
[stuck on wooden business card] Business card prototype. More info to be added on reverse of coin 
 [date: blank] 
 
Draw it – a map of my life 
blank 
 
 
Postcard Stickers 
Capture it – something that inspires me:   
Date/product purchased: 
missing 
 
Capture it – Something I like: 
[photograph of action figures] 
List it – her are five random facts about me 
1. I’m a random neat freak 
2. Vast amounts of energy 
3. I miss church 
4. Little things excite me 
5. I love figurines & models  
[postmark: not posted] 
 
Capture it – My favourite product: 
[photograph of a mobile phone with annotations] Given to me after a stolen phone she has been dead for 2 
years now. I can’t get her fixed, neither will I give her away 
List it – here are my five favourite websites: 
1. bajantube.com 
2. narutowire.com 
3. Stickfas.com.com 
4. Ted.com 
5. Facebook.com 
6. menshealth.com [6. added under printed list] 
[postmark: not posted] 
 
Capture it – something frustrating: 
No photo taken 
Describe it – my pet hate: 
When sharing bathrooms and kitchens with dirty people and not being able to grasp or understand how to 
do something new 
[postmark: not posted] 
 
 
WOOHOO ‘it’s arrived’ 
missing 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Transcript of post‐probe interview 
 
Transcript completed by Kate Herd. Recording taken from an Olympus VN‐2100PC voice recorder. 
Interview date: 08.05.09, 12:47pm 
Interview location: Kate Herds office, Middlesex University, Trent Park campus 
 
Interviewer had not found the data in the voice recorder (the participant had stored the 
recordings in folders rather than following the simple record instructions) so this had not been 
heard before the interview. P02 arrived at the interview carrying his bag with him and straight 
away asked to look at the interviewers FREITAG bag which is sitting by her desk. He says he 
walked in to work behind her a few days previously and thought her bag looked a different shape 
to his. He was keen to compare – they were the same, the contents of the bag had changed its 
profile. The voice recorder was started part way through the conversation.  
 
(…indicates a pause in the conversation) 
 
 
K  Obviously I’ve got my laptop in it so it’s quite tight…do you mind if I, record on the 
  dictophone because it saves me having to take notes and [laughs] it’s just easier to do it 
  this way 
P02  Not at all 
K  Cool, so, the purpose of the interview is to find out, about, what happened when you 
  bought it, to get some more information, and then to talk a bit about the design probe 
  and how it worked, what was good, so when they are further developed I can feed in this 
  information…So, first of all…had you heard of FREITAG before this purchase? 
P02  Erm…before the design probe, well yes, because we did the erm, project in the first year, 
  with FREITAG, that’s what sorta like sparked my initial interest…in the, in the erm, 
  company themselves, not necessarily in the bags, but I just thought it was a really cool 
  thing, what they did, with the tarps, and everything, erm, that aspect sort of got me 
  involved with the erm…that that that, that’s what sparked my interest with the, the 
  design probe, and then the fifty quid 
K  [laughs] a good opportunity 
P02  Why not 
K  So, having bought one now, what do you think about the company, what’s your 
  impression? 
P02  Erm…I like them, erm, still…erm…some what sceptical though, I think, they could do 
  something with the price, I still think they’re a little bit too expensive 
K  Yeah 
P02  That, that remains…but I’m not…it doesn’t deter me from what the bag stands for, that’s 
  sort of, part of the reason why I bought it as well…something that I didn’t think about till 
  after I had it…one of the guys, one of the people that were around when I…when I bought 
  the bag, said oh, you’re an idealist…and I was like, I’d never thought about it, like that 
  before 
K  Yeah 
P02  I thought it was really cool what they did with the bags, but I guess it has a lot of different 
  underpinning meanings…it’s, it’s quite strange 
K  Are you thinking idealist, in terms of, the recycled materials? 
P02  Yeah, erm, the erm…I guess that whole thing about being like, recyclable and the whole 
  thing about being green and everything…taking things people would normally throw away 
  or just, like, piling up in a big landfill, and reusing those, you know, for a different 
  purpose…I think that was what he had in mind 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K  Mmm…so is it a company you would, recommend to people, now, having bought one 
P02  Well, that’s what I have been doing throughout the whole design probe 
K  [laughs] 
P02  Trying to get other people to erm, buy into the whole idea…it’s just that the majority of 
  my friends, are quite, brand orientated and materialistic, so if it’s not got, maybe like a 
  Gucci, or 
K  [laughs] 
P02  Or one of those big high street brand labels on them then, they’re not quite 
  interested…so…there’s not much you can do about that 
K  Yeah [laughs], this is almost the alternative brand, so it’s 
P02  Yeah 
K  Perhaps…do you think it’s got a strong brand? 
P02  I think…it’s very recognisable…because like when you see one, even if it doesn’t have the 
  erm, label on it, the FREITAG label [points at my bag which has the alternative label]…it 
  doesn’t matter, when you see them you know it’s a FREITAG bag…brandwise it’s quite 
  strong...quite, very recognisable, it’s just that, people here are just, they’ve caught onto it, 
  but they’ve not totally embraced the whole idea 
K  Yeah 
P02  Because of the, sort of like, rugged look of them, if you’re not that kind of person, if you 
  like everything looking clean and shiny 
K  Yeah 
P02  Then you, erm, then it probably won’t appeal to you 
K  Maybe part of the appeal is the fact that not everybody has them and it’s  
P02  [enthusiastically talks over K] yeah, it’s almost like I remember this, erm     
K  the uncommon brand 
P02  yeah because the day before my bag arrived I got this call from UPS, I was in Liverpool 
  Street…and it was raining, I got wet, I looked up, and when I looked down, there was this 
  guy walking past me with one of these FREITAG bags, and the very, like the very next day I 
  got a call at like twelve o’clock, the guy was outside, and I thought it was just like, strange, 
  quite surreal almost 
K  [laughs]…that’s good…so…would you normally buy clothes and other products online, or 
  are you more of a shop person? 
P02  I’m more of a shop person…I sorta er, I guess I sort of took a risk with this…I like to sort of 
  like, have stuff in my hand before I see it, if that made sense, have stuff in my hand before 
  I buy it [laughs] 
K  Yes, I know what you mean 
P02  I just like to see, to feel and like, just to see what it’s like, in person, before, I guess that’s 
  one of the things that with buying this, well, cos you had one as well, I came around and I 
  looked and I played around with it 
K  Ah yes 
P02  So that was sort of like what, I knew [stressed word] EXACTLY what I was getting before I 
  actually got it  
K  Yeah 
P02  Yeah, you know…yep 
K  Mmm I know what you mean 
P02  That was, that, it’s more that if I’m buying, a shirt…I want to see what it smells like 
  [gestures smelling his shirt], I want to feel it, to feel the material before I actually buy it 
K  Yeah…have you ever bought a custom product before, or is his your first? 
P02  Yes, it is my first…I am a custom product virgin 
K  And would you buy another? 
P02  Erm 
K  [laughing] 
 472 
P02  If the price came down then yes…yes, I’d buy another one…maybe not the same model 
  bag, but I’d probably be a bit more experimental with my, er, designs and things like that  
K  What about custom stuff from other companies, are you tempted now that you’ve done 
  one? 
P02  Mmm, slightly…I’m tempted but, erm, I can’t afford much…what we call at home 
  champagne taste and water bottle er 
K  [laughs] 
P02  Expensive tastes but I just…I just can’t afford it 
K  Yet [laughs] 
P02  [laughs] Yet 
K  So…tell me about the experience of buying it, everything that happened, and the process 
  that you went through 
P02  Hmmm 
K  Because I know you had quite an interesting one 
P02  Mmm I was, I was, it was, it was strange because the whole process for me was like, quite 
  frustrating, because…erm…you go on and you have to cut the bag yourself…and it’s just 
  trying to find that pattern, and like I’d been on there several days…trying to , just on, just 
  to see what if I look, if they have a pattern that I like, trying to see if I could get something 
  that I could cut…then when I finally find one, probably someone else has got it…then 
  when I cut it…then something always 
  [phone rings in the office] 
K  Sorry [answers phone and tells caller she’ll call back later]. Sorry about that 
P02  That’s ok…it was just, it’s like having that whole process of the looking and looking and 
  looking, and trying to find something that was, that, that was the main drawback to it, 
  trying to find a pattern that you actually like…and that you, you won’t be ashamed to walk 
  around with everyday…erm, the…I like the whole dictophone thing, although I’m not sure 
  you could understand anything on it, cos I’ve got, quite a weird voice…I don’t know if 
  that’s come across quite clear 
K  Weirdly none of yours seem to have recorded on the dictophone 
P02  What? 
K  Really 
P02  Are you serious? Nothing? I played it all back 
K  Really? 
P02  Yeah… 
K  [laughs] that’s a bit weird 
P02  [laughs] yeah a bit strange…I don’t know, unless it’s like in a different folder or something 
  like that 
K  Yes maybe, I’ll have a look at that, it might be 
P02   But…the whole process, for me, was a little bit frustrating to be honest, when like trying 
  to balance this, and trying to use the probe efficiently, along with uni, was a little bit of a 
  challenge 
K  Yeah 
P02  Frustrating but rewarding in the end 
K  So what happened, because you placed, am I right, you placed the first order and then? 
P02  Uh huh, I had an erm…it was cut from Goodyear…it curved down and like around 
  [gesturing to a pattern that would have been on the bag], it was quite cool…I placed that 
  order, I cut it, entered my erm, details and everything, and erm…I didn’t get any 
  confirmation email…I didn’t get it at all…but the bag said it was cut, so I had to wait like 
  another day…I sent an erm, email to, the erm, can’t remember their names, but I sent an 
  email to them, they responded…they cut one and it worked fine…they cut the bag and 
  everything, so they asked me if I’d, like, double check to see if I could probably cut it 
  again…and I er, went through that process a second time and they were asking for more 
 473 
  details but I really didn’t know what went wrong…I just placed my order, entered my card 
  details and everything…and then I didn’t get that confirmation email, nothing came 
  through, strange, it just kind of went back to the home page, probably a problem with my 
  internet connection or something, I’m not sure…then after that, erm, they sent me back 
  another email saying sorry, if I sent them my details they’d try and sort out that kink or 
  whatever it was, but, I mean, during that period it was like [sigh…I’m not going to bother 
  anymore, just forget it, and I just left it alone for a little while and said that pattern, now, 
  is gone, gone for good 
K  Yeah 
P02  So I just, you know…leave that alone…wait, and try and find something else…and then 
  after a while…I came back…looked for a pattern…found something that kind of resembled 
  a Chinese character, cos I’m quite into that, that kind of thing…and cut that…my favourite 
  colour is green and white, so I just pushed along with that, and that was that…yeah, on, 
  on the day that time, it worked perfectly, so…the, the wheels were set in motion 
K  So, in terms of the emails that you got from them, did it keep to the timetable that they 
  said it would, or were you waiting around longer than you thought  
P02  Erm…no, they kept me in suspense quite long, after, after they sent you the first, first 
  email saying the bag is going to be cut…they said they were going to send you another in, 
  like, sort of two weeks, I mean, I expected to be waiting for like a month, and then a 
  month came, and then they were sending me the second email saying that my bag was 
  finished cut, and then it was, I was waiting for what almost felt like another three weeks, 
  after that, and that process was quite…quite frustrating, because I wanted, I just wanted 
  to have my bag before the year ended [referring to the academic year] because, I wanted 
  to show it off 
K  [laughs] 
P02  But erm…it was just waiting and waiting and waiting…I guess that could have been a little 
  bit faster, and they could have kept you more in the loop…probably send you like, after 
  your bag has been cut what they have on the website, to actually show your pattern cut 
  off the erm, cut off the tarp, and then have those pieces laid out so it was like, it looked 
  like, I mean, I understand the company are quite busy and have a lot of orders to 
  process…but I just thought something like that would have been really nice, to actually 
  see, like, inside the actual process 
K  Yeah 
P02  And how it’s, I guess…I don’t know if there’s corporate issues, you know, with showing 
  you, you know, it’s not rocket science but I don’t know if there’s issues with that, being 
  assembled 
K  Yeah 
P02  So I mean…something like that, I thought, would have been better, to sorta keep you, up 
  to date, instead of it being such a long process with sorta like no communication between 
  you and the company, you’re just sorta like up in the air, or even like if you could track 
  your bag, as it came to you 
K  Yeah 
P02  Like what you do with erm, Fedex packages…keeping, just to keep your mind in the loop 
  [mumbles] you know, you got two emails in a month you were waiting 
K  Yeah…did you find that you went back on the website once you’d placed the order? 
P02  Erm…er…the majority of time that I spent on the website…it was just, I was going on, 
  looking for a pattern, to cut…but after, after I’d done that, that they sent you a little link, 
  that showed you your bag…and I sorta just, that’s, that’s what I just kept going, I went 
  back to back to that link, and…just to, just to look at it…and then I sent that link to a 
  couple of my friends 
K  Yep 
P02  Just to show them what, what the bag would look like…when it finally came through 
 474 
K  And what did they say when they saw the link, did they like your choice? 
P02  Erm, they were like, [surprised voice] you’re a designer, this is what you want? But I told 
  them that, they told me that I could have gone for a red, or blue or anything, but why 
  green and white…that was the main thing, it was like, I’m not a showy person, I’m not 
  someone who sorta like, like…put my peacock feathers out and start strutting around and 
  stuff…that’s not me…when I’m excited about something you’ll know, I’ll show it, but, ‘m 
  just not a showy kind of person 
K  Yes 
P02  So I think the bag kinda like…the bags I guess sort of says something about me 
K  Yeah 
P02  I’m not…big and brash and showy…just simple 
K  I suppose that’s almost representative of the brand as well 
P02  Yeah 
K  It’s understated 
P02  Very 
K  Let me just check my list of questions so I don’t forget to ask you anything that I need 
  to…have you been back on the website since you got the bag, have you found yourself 
  going back and looking at tarpaulins again? 
P02  Yeah, I’m really jealous though 
K  [laughs] is the Goodyear one back? 
P02  [laughs] The Good year is, the Goodyear one is back, and they’ve got one from San Miguel, 
  it’s like like really, it’s got like that weird, strange pattern, those fine lines and everything 
K  Wow [laughs] 
P02  [laughs] [load groan] I I I I I, I wanted to shoot myself, shoot myself in the leg, sort of like, 
  they had this, this other one with like this, like this yellow [points to the colour inside his 
  bag] and like lines which were quite, quite thin 
K  Yeah 
P02  That would have been perfect [laughs] 
K  [laughs] It’s a good design though, I like it, I like the yellow inside…the hidden 
  detailing…What was…your favourite moment of the whole process? 
P02  Erm, besides getting my bag? 
K  [laughs] was that the best bit, when it arrived and you actually opened it? 
P02  Yeah…erm, that was the…that was…quite, probably the highlight in the whole process 
K  So tell me about what happened when it arrived, you said you got a phone call 
P02  Yeah, I got erm, cos when it arrived, I, I was in uni…and, I wouldn’t be able to get to them 
  in time, for them to come back…so, er, I got a call from UPS, he said he was outside, 
  waiting for me, waiting to deliver the bag…said he’ll put one of the little slips in, and then 
  we could rearrange, to be there, like, the next day, he’s come around…that didn’t happen 
  because, to be honest, I forgot about it [laughs] I was here at uni [stresses word] AGAIN, 
  but I was leaving, but I wouldn’t be able to get there by the time, because he made it his 
  last delivery 
K  Right 
P02  He probably thought I was throwing him for a loop…but erm, he then, after that, he just 
  left the, the, not the package…he had something for me, he left it…did he?...no, he told 
  me to leave the money, cos like, that was another thing as well, that was quite, quite 
  annoying…they have like on, on the fine print…it says like shipping and packaging charges 
  and after I’d paid for the bag I thought it would come like and that’s it…I wasn’t aware 
  that I had to pay, like, any additional charges, when the bag, when the package actually 
  got here…and that, that had me really angry…but then, then I was here, and Cecil 
  [university technician] told me that well, maybe cos it’s always usually in the fine print, 
  the stuff that you need to read…then when I read it I was like oh…I ain’t got no choice 
  now, I’ve got to pay it 
 475 
K  How much did you have to pay? 
P02  Thirty pounds…and I said what you making me pay another thirty pounds for? And it was 
  like, I told him, I told the guy that…I’ve already paid for that…I paid them and it said 
  shipping and handling…so I figured that the shipping and handling is everything inclusive 
K  Mmm 
P02  So, well, he just, that’s what’s, what’s on his erm, on his thing, said you haven’t read the 
  fine print…it can happen…but erm…yeah was I before, I lost my train of thought 
K  Er…when it arrived, and you, you were trying to rush home 
P02  Oh yeah, it was like the next day, and because I’m in halls [student halls of residence on 
  campus] I left the money with the erm, left the money with the caretaker…and then he 
  cake, he came and he gave him the package, and he took the money that I’d left there, 
  and when I got home that night, around seven o’clock, I went…picked the package up…did 
  a little dance 
K  [laughs] 
P02  Went upstairs…I woke up everybody, well I didn’t wake up everybody, some were 
  sleeping…but er, made a lot of noise, well we did, those of us in the kitchen, [mumbles] 
  was cooking, I just got my package, thought I’d take it inside my room, and I got it, and I 
  thought I can’t unwrap it inside here I need to share it, so I wrapped everything up…went 
  into the kitchen…and I opened up my bag, and I opened up the, erm, package and you 
  know, took a few photos…and…sort of like, showed my bag off 
K  [laughs] 
P02  I’ve still got some of these [velcro sound of his bag opening]…I think it’s really cool that, I 
  have, little bits still…where did I put them? [rustling sounds]…they gave me these little 
  things about the company…a little green handbook…and…maybe I left it at home…yeah, 
  probably I left it…but I mean it’s nice little bits like that…and there’s this little thing that 
  folded out like that [sound of paper rustling ‐ shows K a FREITAG leaflet] there’s this little 
  thing that’s sorta like folded out really cool, like that  
K  I didn’t get that [referring to FREITAG leaflet]…was it this one? [hands P02 the green fold 
  out label that came with her bag] that’s the one that came with my bag 
P02  That’s, that’s the one 
K  Aah, I didn’t get this [looking at leaflet] this is obviously the advert for the new bags…yeah, 
  I want one of these [laughs] 
P02  [laughs] What I think is, I don’t know what that’s meant to, er, signify…on all the images 
  on the net, there’s always those two guys wrestling, somewhere in the background…and I 
  have no idea what it means [both look at leaflet]…it’s on every, it’s like on every image 
K  [sounds surprised] Oh yeah 
P02  …Every one has got that thing on it, I, I really don’t know what it is or what it means…two 
  guys wrestling 
K  …It’s quite strange…so is this the kind of things that you would keep? 
P02  Well it’s still in my bag [laughs] 
K  [laughs] 
P02  I’ve had the bag for a while now…this is the sorta stuff I would keep, this is the sorta stuff 
  that I would put on my wall 
K  Yeah 
P02  It’s just that the only thing is, the thing is…it’s got two sides 
K  Yeah 
P02  Postcards…I’d probably turn these into…to get people aware 
K  I don’t know if you’ve received many emails from them? 
P02  After that…no…I mean, after the bag is bought it gets quite impersonal…erm, for me at 
  least, after you’ve bought the bag you’ve got these little things inside of it…erm, that was 
  it…I guess you buy your bag, there’s a little bit of communication between you and them, 
  during…but then afterwards its like thank you, thanks for your money 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K  Mmm…I saw the pictures of the packaging that it came in…what was it like, was it just a 
  plain cardboard box with the bag inside? 
P02  Yeah, it was…erm, more or less…it was just that, with the erm, their tape, and that came, 
  hmm what was it?...hmm, no I think it was…you know, I think there was another, 
  another…I think there was another box over it…but then that was like, that was like quite 
  thin, and just had the erm, the information on it…the Fedex or whatever 
K  Yeah 
P02  That was all it was, then, that came folded up [points to bag], was folded in half, and it 
  was just, was folded…in…folded in half…just inside the box 
K  So it’s not the kind of box you would keep? Was it fairly plain? 
P02  Yeah…if the box was made of the same things as that tape, and then like that had like the 
  F‐Cut something on it, and then it was folded quite coolly…but I guess like, the erm, 
  company and everything, the cardboard and everything, what it stands for, I guess it 
  fits…but I was…I guess they could do little more with the packaging…mmm…more than 
  just a plain cardboard box 
K  …ok…I like your sticker map…so can we have a quick review of what the pictures meant 
P02  Oh 
K  [laughs] They’re a useful prop…so the first visit to the website, was that when you first 
  placed your order? 
P02  Erm…yeah that was sort of like they first, when I first bought from them, this was, when I 
  first got the kit…and I went home, and sorta like, was sort of playing around with my 
  recorder, and playing around with the images and stuff…looking at the ones that were cut, 
  and then I went on and cut some to see what they looked like, and to be excited…erm 
  that was when I cut the purple bag…that I wanted…and this, this is just sort of like the 
  process with the erm, and then when I felt a bit frustrated, erm… 
K  Did you find that it was quite easy to find the pictures that…indicated how you were 
  feeling? 
P02  Erm…it was, it was, it was…no 
K  [laughs] 
P02  It was like, I know these were angry, but I don’t know if this meant sad, depressed, that 
  was hopeful, I sort of, sort of like really guessed, I just had, like a sort of guess 
K  I think there was no real secret meaning to any of them, the idea was just to give you a 
  range of stuff, so people can then interpret it in different ways 
P02  Yeah…erm, I put that one, I put that one in there, I wasn’t sure sort of like what that 
  meant…er, I felt, like, rain, but…I mean I guess because I got contacted by the company, I 
  felt a little, slightly protected, I don’t know, I don’t know if I was the big bear or the little 
  bear, that’s what that one exemplified 
K  Yeah…so this is quite useful, because as you talk to people about it afterwards, they often 
  forget how they were feeling at the time, and so it’s a prompt to help people 
  remember…it’s also quite nice when you get the pictures building up, you get a visual map 
  of what happened…so tell me about using the probe, what was that like? 
P02  Erm…it was kinda hard for me…cos, erm, it was just like finding, I know it was just like five 
  minutes a day, but finding that time, along with this…it was just that at that time when I 
  had the kit and the probe, I was still trying to find some place to reside, but I had a lot of 
  things juggling at the same time, and my grades were falling…at uni, I had a lot of serious 
  time management issues, during that time, so, I guess in all honesty, I didn’t have totally 
  enough time to sort of like, to sort of, to really engage with it fully…but I, erm, I, good 
  points I thought was the, the dictophone, that was quite a good thing…erm…yeah, the 
  diary… 
K  [laughs] 
P02  I know it’s just like, stars to tick and stuff, but, but for me, it was a bit, chorey…it felt a bit 
  like work 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K  [laughs] 
P02  And I’ve [stresses word] NEVER kept a journal, or..or, and that bit was really hard for me 
K  Yeah 
P02  And I think, I think, that, I came, I put it in my bag to say well alright, if I’m going in my bag 
  then I should see it 
K  Yeah 
P02  And I had it in my bag…to use it…and it just sat in my bag…and…sort of lost it 
K  [laughs]…that’s ok, one of the reasons that the kit has so many bits in it is because 
  different people respond to different, thing within it, so it’s very much a test of different 
  ways of doing stuff…so even the diary is the better version of the one that went out in the 
  pilot 
P02  Oh ok 
K  Which had a lot more writing to do in it…so it’s all about the evolution, so it doesn’t mater 
  that it, it didn’t work, because I can learn from why it didn’t work 
P02  Mm 
K  Now…what about the postcards, because I notice that a few people that have done this 
  haven’t actually posted them…which is interesting…not that it matters, it’s just interesting 
P02  Cos erm…well I just figured cos erm, I’m more or less coming to the same place every day 
  [where K works] 
K  [laughs] So you’re going to see me anyway 
P02  [laughs] Yeah it was like, what’s the point, what’s the point, why should I…post them, and 
  then you’ve got, erm...you’ve got a free er, what do you call them again? 
K  Stamps 
P02  Right…stamp to use 
K  [laughs]…erm…I like your pictures, I like the fact that you annotated them in a way that 
  was quite different to other people 
P02  Mmm 
K  It’s quite a, designerly 
P02  [laughs] 
K  Approach, which is nice, because it says a lot more than some people who didn’t put any 
  stickers on, or…had a little bit of information…you’ve interacted with the photos a lot 
  more…what did you think of the camera and the photo printer? 
P02  Erm…erm, it stands to be better…cos like the ones that I’ve printed off from my camera, I 
  used the erm, I used the connection [USB cable to printer] on all these [points to some 
  photos]…these ones, are from my camera…but I don’t think that the print quality, where 
  is it? The last one I think? There’s some pictures of a man or something like that 
K  [looking through photographs] Oh yeah, yeah yeah yeah yeah… 
P02  Have you got it? 
K  [still looking] I do know the one you mean 
P02  Cos when I printed them…the quality wasn’t, the quality wasn’t great…that’s one of them 
K  Yep 
P02  That, those, these ones, are quite, fuzzy 
K  Yeah 
P02  And...as much as, as cool as having a digital camera was, I don’t think the print quality did, 
  do, do justice, so it was…I just tried it on my camera 
K  Mmm 
P02  And it gave me a better, a better print…so it was, that was the main thing with that 
K  Did you like the photo printer? 
P02  Of course 
K  [laughs] 
P02  I want to keep it 
K  It’s very cool isn’t it…I’d not used one before I got them for the kits 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P02  Likewise, I mean it’s, that might be an investment…I just think that’s really really cool, I 
  mean especially if you, travel a lot 
K  Yeah 
P02  [mumbles] a tiny little printer like that…a lot of my friends thought that was quite cool as 
  well…they were all like [surprised voice] what is this!? And I told them it was printer 
K  [laughs] 
P02  And I get this weird look…it was great 
K  What is it you like about the figures? Because the figures came up quite a lot on the 
  websites 
P02  Mmm, the erm…I guess I just like the, the whole, these little figurines and stuff that you 
  have to assemble…I quite like the helicopter, it was [mumles], that kind of thing you know 
  the kind of ones where you have to put these little decals on, and assemble them with 
  glue 
K  Ah yeah 
P02  Those sort of things, I like, I like doing, but I could never do it at home because they didn’t 
  have them 
K  OK 
P02  They only had those large kits, which were, ridiculously expensive…as a kid I used to make 
  a lot of my toys like this guy [points to a black figurine on one of the photographs]…I used 
  to make…you know little twist ties that come on bread sometimes 
K  Yeah 
P02  I had, like, a range of little guys that actually had, like, four fingers, wrists, and joints and 
  all that, and I used to give them…sort of the silhouette…of an actual human 
K  Wow 
P02  I had a range of like, little ninjas and that’s what I used to play with 
K  That’s cool 
P02  I had toys, but I [stresses word] ALWAYS smashed them up…I have no toys from my 
  childhood right now 
K  [laughs] 
P02  I always destroyed all of them…but the twist ties were sort of like, perfect, get 
  everything…I had them in lots of different colours and stuff, so I had like red guys, with 
  like erm, yellow arms, and hands 
K  Wow 
P02  And feet and stuff…but those, those are all at home 
K  Yeah 
P02  So that sorta like turned into a hobby of mine, like just, just before I left high school  
K  Cool 
P02  I used to do it a lot 
K  Yeah, I like these figures, I hadn’t seen these figures before 
P02  That’s stikfas, stikfas.com 
K  Yeah I had a look on the website 
P02  Yeah, erm, Dwayne [a fellow student in his year group] er, on my course, he sorta 
  introduced me to them…he was like, he got this little figure, erm, from this, from this 
  shop in erm west, in Central London, and we were down there, and it was sort of like, 
  what are these? because I used to make these little things, and then I saw that, and it was 
  like, what are these!? And it was like, I get really jumpy and stuff when I see this sort of 
  stuff, I get, like, really, really excited and stuff, and I said, like, you’ve done the worst thing 
  to bring me to this shop 
K  [laughs] 
P02  Because I will go broke, right now, I, I was actually going to buy some of them 
K  Yeah 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P02  But, they were quite cheap, twelve pounds, but then I ended up paying thirty, because of 
  shipping and handling and…so I just, just took that one, but I’m going to go back to the 
  shop because they have one that’s like, fully poseable…so I’ll just take that one, and try to 
  redo it, and probably try to make some of my own men 
K  Yeah…how big is it? …or are they tiny? 
P02   No, no, they have big ones…it’s, it’s [demonstrates size with his hand] about that 
K  [surprised voice] oh right, they’re quite small 
P02  Yeah, they’re tiny 
K  Wow 
P02  That, sorta like sits on, like, you see the size of that star wars figure [points to something 
  on the shelf behind K]…he’s about that size…and I’ve got like a little thing in halls, that’s 
  where he’s sat 
K  [laughs] so he’s got a home 
P02  Yeah, and here [points to photo], he’s stuck on the walls, with a little bit of blue 
  tack…[speaks quietly] like spiderman 
K  Very cool…I saw one of your other website was erm, which was was it… 
P02  narutowire?...yeah I’m into anime, as well…I like er, erm, things like [mumbles] and 
  naruto, sorta like cartoons, the Japanese animation cartoons…and…I’ve got an addiction 
  for those…that’s…where I lose a lot of my time 
K  [laughs]…is that the inspiration, or appeal, of the Chinese characters do you think? 
P02  Erm…I’m not, erm, I guess it would have something to do with it…but…I’m not sure…if it, 
  if if if it sort of, directly links 
K  Mmm 
P02  Like with them, I guess it’s that whole kind of sketching, because like, sketching out all 
  those little characters, because like the dragon balls [?] was the bigger, the bigger one, 
  and I’m going to sound a little bit like a nerd now 
K  [laughs] that’s alright 
P02  Which I will not apologise for [laughs] 
K  [laughs] 
P02  Those characters, me and my friends, we used to sit down and we used to sketch a lot of 
  those in high school 
K  Right 
P02  We used to have like these little competitions to see who could draw them, like, just how 
  they were in the anime, and stuff, and we used to embellish like our own little, little bits 
  on them, sort of like try to mix characters and stuff…and I guess coming, stemming from 
  that, is where I am, sort of like got the interest in these, erm, sort of characters and that, 
  erm…I’m not exactly sure where the, erm, interest in Chinese characters comes from 
K  Mmm 
P02  I guess I just, I just like those sort of things…oriental…why, I’m still not sure…I guess 
  because growing up all my toys were made in China 
K  [laughs] 
P02  Well, you know 
K  If you could design your bag again, what would you do, what would be the new design? 
  You were saying you like the ones with, the, the thin details 
P02  I like the ones that would probably have…er…a little thin, as opposed to all thick lines, like 
  what you’d get with a brushstroke 
K  Yeah 
P02  And, I’d probably go for a different colour instead of the cream, because er, the bag, sorta 
  like makes these marks on the erm, like on this light colour 
K  Uh huh 
P02  So I’d probably go for a darker colour, maybe a, sorta like maybe, a brighter highlight than 
  what’s on the inside of the bag 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K  Yep 
P02  And then like that, the rest of the bag, would probably be, sort of like a deep green, deep 
  deep, like a, hunter green, with probably like a yellow, and a grey detail 
  maybe…something like that, something that wouldn’t show up the dirt so easy…that’s, 
  that would be my ideal bag…the green, yellow, and the grey 
K  So you have to keep an eye out for the tarpaulins [laughs] 
P02  [laughs], yes I do  
K  I think that’s all the questions I need to ask, so thank you very much 
P02  No trouble 
K  Thank you for coming in…a £50 Tesco gift card for you 
P02  Woohoo  
K  [laughs] 
P02  Er, can I do just one more thing? 
K  Yeah 
P02  Er, where’s the camera…[rustling sounds] 
K  Oh yeah, can I photograph that fold out leaflet that you’ve got? 
P02  Sure 
K  I haven’t seen one of those and it’s useful to keep a record of what they’re doing 
  [Lots of background noise, things being moved around and photographs being taken]     
K  I really want one of those bags [the bag on the leaflet] but they’re really expensive 
P02  Yeah, they’ve got a really cool side pocket 
  [Lots of background noise, things being moved around and photographs being taken]     
K  I like the fact that all of their stuff fits in with the whole image and everything…what did 
  you think about the emails, the style they were written in? 
P02  I…I loved it! Because I didn’t, I didn’t, I felt like I was talking to a real person…cos like 
  usually these things are like, quite generic…and you don’t get…it just feels like somebody 
  has sat down and just wrote like a, erm, just a generic piece, just like if you’ve got a 
  problem then do that…but it was quite quite personalised…that bit I really really liked 
  [Lots of background noise, things being moved around. P02 is photographing the yellow 
  pocket inside his bag and printing it to add to the probe kit]     
P02  I love the bag…I haven’t stopped, it has like, a special place…it sits on top of the fridge 
K  So it’s on display 
P02  Yeah 
K  Cool. And you’re using it all the time you said? 
P02  I’ve just…I’ve been trying to find different way, to use it…with the erm, with the strap at 
  the back 
K  Yeah I saw the pictures on your leaflet [rustling paper opening the leaflet] oh yeah that’s 
  for the other one…I think there are some on the website, that had different ways of 
  wearing it 
P02  Well…I use that as a body strap, and if you’re on the tube, I, just stick it on my leg 
  [demonstrates hanging the smaller strap and the back of the bag over his knee to lift it off 
  the ground]… 
K  Aah 
P02  I don’t know, there’s gotta be, more of a use for this...besides those three things 
K  It’s funny, because I never use that strap, I never think to use it…but maybe I should, 
  experiment a bit more with it  
P02  I mean, you just, well, you just use it for your laptop 
K  Yeah…pretty much…but I do want one of these big ones [pointing to the bag on the 
  leaflet]…one day 
P02  That’s the only thing that puts me off from getting another one, is, is the price really… 
K  Yeah 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P02  I know what I’d pay for it, and I know when I get it I wouldn’t be disappointed, but…it’s 
  having to pay for it 
K  Yeah 
P02  That’s, that’s sorta like the main concern 
K  Yeah 
  [background noise putting the printer and camera away, and velcro sound of his bag 
  being opened] 
K  So thank you again…just so you know, what I’m going to do with the information is, 
  obviously it’s going to go into my PhD, but it’s al being made anonymous, so no one will 
  know it’s you, there’ll be no personal details or anything like that…erm, would you also 
  like me to send you copies of stuff, I’m also writing things like conference and journal 
  papers? Are you interested? What I can do is make it available if you want to see what’s 
  been done with it 
P02  Yeah, erm…it’s no something you can put up on Flickr? 
K  Er…no, it will be things like written conference papers with some of the photographs, so it 
  will include things like quotes from interviews 
P02  Cool 
K  So, I’ll email you when I’ve got anything suitable 
P02  No problem 
K  So thanks again for your help 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P03 
Probe activity data 
Transcript of voice recorder data within the probe kit 
 
Transcript completed by Kate Herd.  
15 separate recordings taken from an Olympus VN‐2100PC voice recorder.     
 
(…indicates a pause in the conversation) 
Gender key for conversations: 
 
X   male 
 
26.03.09  00:42  Length: 33:37 
P03  “Right, yeah, so I’m on the site…erm, NikeID, and erm, buying a boys shoes, so I’m going 
  to, men [website sounds]…and…[website sounds]…mmm, interesting…er…[website 
  sounds]…not football, not, normal, normal footwear isn’t it…it’s normal footwear isn’t it? 
  I’m going through the list of…erm…options under mens section, I’m choosing 
  footwear…cool, oooo [website sounds] and it gives me a list of, all the different 
  trainers…but that’s for men” 
X  “Yeah, but he will be mens, it’s fine he’s six 
P03  “Ok…kids, kids…then I’m going to kids, there’s kids here” 
X  “Ahhh” 
P03  “So I click on kids, ah, that’s…mmm…[website sounds]…probably this one is more suitable, 
  I’m seeing…erm…the Nike Lunar trainer, plus ID, running shoe, for kids, I do quite like that 
  one for him. This one I don’t like because it’s too…this one is…no…. 
X  “It’s nice” 
P03  “This one is simple, I’m choosing something simple. I’m clicking on 
  it…erm…waiting…waiting…hmm…ok, so it’s erm…it’s a green trainer, blue and black, but 
  I’m going to customise it, and it has these little air holes, it’s quite cool, do you think?” 
X  “Yep” 
P03  “Ok…so…ah yeah, I’m clicking to start blank…and…what am I getting…erm…ok, yeah, what 
  I’ve done, I’m now pointing the cursor on the shoe, so it’s literally bringing up, erm, a little 
  dialogue box that shows me, erm…the name…the name and the parts of the shoe, so I’m 
  going to click on the base…and it pops up different colours, so I’m going to choose my 
  colour, and I’m choosing…erm…red…hmmm, no…no, no, I think I’ll choose, what was the 
  colour before?” 
X  “White” 
P03  “White…I’m choosing white for my base…er…I’m going to the eyes [can’t hear the word] 
  and I’m going to choose red…I suppose…I don’t like how that looks…er, anyway I’m    
  continuing, I’m going to…the accent…accent, red. Hmm…I don’t like this trainer [laughing]” 
X  “Change style” 
P03  “Er..ok,no…er…but then again the, the mouth is fine because the mouth is wide, cos 
  [participants son] is er, that’s my son’s foot is wide, so it needs to be. I think to be 
  sensible…it needs to be…wide at the mouth, so I’ll go along with it” 
X  “Ok, if you like it” 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P03  “Hmm, I think so, yeah, yeah he would, hmm…hmm…shall I…shall we go back? I’m going 
  to” 
X  “Yeah, if you don’t like it go back” 
P03  “Yeah, maybe I should…er…no no no, it’s fine…er…[laughing] I think I’m going back, just a 
  minute, I’m going back, I’m going back” 
X  “The price at the beginning was 83” 
P03  “Yeah…let’s just, let’s see what the others…I’m coming out of this one…does this get me 
  out?...yes, close…ok…I’m heading for another trainer instead…erm…what about this 
  one?...erm, er..they’re the Nike Zoom…[website sounds]…the Nike Zoom T5…that’s 
  alright…erm, I’m kind of like looking for my design, I’m a bit indecisive now…erm…ok, I 
  think this one…I’m not going into kids, I don’t think…I don’t like this one at all” 
X  “No I don’t like that” 
P03  “This one is 83” 
X  “That’s the one you had isn’t it?” 
P03  “Yeah…but I don’t like that…kids don’t have much really…I’m going to the mens one and 
  pick” 
X  “Yeah, cos if he’s six” 
P03  “Yeah…yeah, ok I’m going to choose another trainer…erm…I am going for the Nike Zoom 
  T‐5, CT iD boot… that looks nice, ok I’m clicking on that…and…I’m waiting…hmm funky…er, 
  don’t know if I like that 
X  “So go back” 
P03  “[laughing]…I think, what it is, it’s when…I’m looking at it from a thumbnail, and when it’s 
  up, you know, when I click on, on the thumbnail 
X  “When it comes up it’s a different angle as well” 
P03  “Yeah, I don’t quite like, how it looks…so I’m going back to choose another…trainer…I 
  think a lot of boys are wearing this one…[website sounds]…er…I’m still 
  choosing…erm…no…which was this? Footwear, this is normal footwear isn’t it?” 
X  “Yeah” 
P03  “Er” 
X  “What’s he going to use it for?” 
P03  “He’s going to use it for just normal, er, walking, just just casual wear, going out, so I 
  suppose it’s just footwear isn’t it. I’m going to try this one, the F, the Nike Zoom T‐5 FS iD, 
  right…er, this is more or less, this looks the same…no it is, it’s different, I like this, well it’s 
  different, this, er, lacing is at the side, and I prefer this soling, what do you think? 
X  “Yeah, yeah, it’s the laces that look good to me” 
P03  “Yeah, what do you think of this?” 
X  “Yep I like that one, definitely” 
P03  “Ok, so I’m going to click on…start blank…mmm…should I, should I start blank, white?...no, 
  I like this blue actually…I’m not going to start blank, I’m going to…I don’t know, the lace 
  white…and I’m going to the colour…red, definitely red…and I don’t like how that look. 
  Outside base probably white…mmm…mmm, I suppose…I’m not too sure” 
X  “There’s more colours there isn’t there?” 
P03  “Mmm, yeah, I think I’m just…I still…the outside base is not much colour, so I’m going to 
  try the yellow, how does the yellow look?...mmm…mmm a bit too funky…aaah that’s 
  nice…I like that, ok…the swoosh…now that should be in mmm…you see that should be in 
  red, that’s nice, I like that” 
X  “Yep, definitely” 
P03  “Hmm…yeah…ok…that’s nice, the swoosh red, the colour red, the outside base 
  black…the…lacing…white…I think it’s nice. What’s left, what’s left? Erm…no that’s the 
  outside base still…outside base…mmm now let’s see what’s left, to design…the tongue, 
  the tongue…the tongue…ooo interesting I like that, I like the view. I just clicked and 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 erm…it gave me, like, the front view of the trainer, what’s it’s going to look like, 
  erm…what shall I put the tongue in, red?” 
X  “Yeah, try red” 
P03  “Er…it’s already red, it’s ok because I want it to match, let’s see blue…er…the tongue blue, 
  this blue…it’s not doing it” 
X  “Is it not working?” 
P03  “Erm…ok, erm…the medal [referring to the medial iD] iD…oh that’s nice…same blue 
  again?... 
X  “Is that, inside base?” 
P03  “Inside base…oh…black…what’s this bit here?...The iD, ok, erm” 
X  “The iD inside…no” 
P03  “iD inside…” 
X  “That’s that…it’s up there at the top” 
P03  “The tongue, I think that should still be red actually, the tongue” 
X  “Yep” 
P03  “Yeah, I’m going to leave that red, and then I have the medal iD” 
X  “Now once it’s done, you change the text, so this is iD, is iD just a colour” 
P03  “No no no, no, it shows you what, what I have…meaning here…that’s ok, minimum of ten 
  characters, so I’m going to type in my sons name actually…yeah, I’m going to type in 
  his…surname…or should I type I his, actually” 
X  “[mumbling] his full name in” 
P03  “I can put G…G [says surname], show me…I’m going to click on that…your iD choice is not 
within   our guidelines…all iD choices need to follow our customisation policy” 
X  “Is it at least ten?” 
P03  “Oh right…so type in the full thing, yes” 
X  “Yeah” 
P03  “Ok…[spells name aloud] [typing sound], no, see, mmm” 
X  “Why isn’t it letting you do it?” 
P03  “Look, it’s not allowing me to type any more…so that’s 1 2 3 4 5 6 7 8 9 10, ten words 
  there” 
X  “Ten” 
P03  “Yeah…mmm…see if I put G [says surname], let’s see, show me…that’s what I put 
  before…ok let’s  just put Rogers…oh sorry, let’s just put [says surname] and see what 
  happens…’cos it’s really hard, show me…I think I got it there…hmm…” 
X  “Where is it?” 
P03  “It’s there, it’s very subtle” 
X  “Oh right, yeah” 
P03  “Ok, that’s ok…erm, I’m trying to” 
X  “There’s another iD, medal, medal iD, where’s that going?” 
P03  “Where?...that’s what we did, the medal iDs, the name…erm…ok, that looks…that looks 
  funky, I like how that looks, it’s very trendy, very funky. It’s…I suppose you don’t agree 
  with me, but I like it [laughing]” 
X  “[laughing]” 
P03  “It’s erm, it’s a trainer…and it’s, erm…black…red…white…and yellow, but I’ve not seen 
  why this bit is yellow, I haven’t choose this, erm, colour yellow on one side, erm…oh there 
  is one more, there is more to go…see it’s nine out of erm, nine out of” 
X  “That’s interesting, where does it show that” 
P03  “Look, nine out of ten” 
X  “But what else do you need to do?...” 
P03  “…I’m going to view it some more, just look at more views…ok…er…nine out of ten, I’m 
  seeing a progress [coughs] bar that shows me erm, how far I’ve reached in the design 
  stage, so I’m nine out of eleven, so that indicates that I probably need to, er, erm…there’s 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 something else that needs changing in terms of colour, so I’m…kind of looking around…to 
  see…the tongue iD, I did that, did I not” 
X  “Yeah…that’s…” 
P03  “I did…this…”   
X  “There…” 
P03  “I did choose that, look it’s already there…the heel, that’s it…aaah…interesting, ok I can 
  colour the heel, wow…white…oh cool [laughing] I like that, look…the white bit shows up 
  here” 
X  “There and there” 
P03  “Mmm, yeah, I’ll leave that like that, and the tip, see, apparently it indicates the part I did 
  not, erm, lets see the tip…see the part I hadn’t, designed, stays in black 
  apparently…erm…the tip in white as well…yeah” 
X  “Yep” 
P03  “Ok” 
X  “But isn’t it sa [cut off by P03]” 
P03  “No, I know…let’s see, yeah, it’s still saying nine…inside base…what’s that now” 
X  “How do you know what’s actually, what you’ve actually got to fill in” 
P03  “I’m going to move the view, to see what, to se how it looks, hmm interesting, 
  er…right…hmm…I’m not too sure…actually I need to zoom because I’m not too sure this, I 
  need to change a few just now, more views…yeah but I don’t want that to pop up 
  there…erm, what I’m, what I’m doing at the moment is I’m looking at the view, the 
  different views to see the, how my trainer looks that I’ve designed…but erm…there’s a 
  box that pops up that shows me, erm, the two…the trainers in two pictures, but I want it 
  like a, a, like a really big version of it…to literally see…but I..er…I’m going to attempt to 
  change the view of the trainer again…er…there, look, ok I’ve gotten it just using the arrow 
  and it’s turning the trainer around. That’s quite cool actually…oh that’s nice…this is a nice 
  trainer” 
X  “But what’s that, is it still nine out of eleven?” 
P03  “Yeah, I suppose, but that’s ok…I’m, I’m satisfied…it’s still, it probably will tell me more, 
  what’s, what’s left, isn’t it, like from before…probably this is, probably this, but I like this is 
  just it, but I like this I’m satisfied, just this, just red, white and black…erm, so I’m  satisified 
  with my design, it’s really nice” 
X  “[mumbling] you have to do…” 
P03  “Yep, I’m going to choose the size, and…United Kingdom…and gender, male, men…size, 
  god I don’t know, [sons name] width…size of hoof is big [laughing] so I’m choosing size 6 
  to be safe…cos he’s constantly growing, so…I choose size 6, erm, width, oh god…regular, 
  regular…yeah, width…it’s my accent [laughing]” 
X  “No…because I thought you kept saying earlier that he has wide feet” 
P03  “No, well, he [coughs], it’s not that he has wide feet, I think that his feet is average, but 
  erm, I suppose to be sensible he ought to aim for wide mouth, any, trainer…erm” 
X  “It’s still saying 9 out of 11 though” 
P03  “Yeah, that’s ok, I’m satisfied with my design what [mumbles] T1…erm…I’m going to turn 
  it, ok that I’m still going to turn it to view my final view of it…oh this is nice…I’m not too 
  sure about the yellow bit…[gasp] oh what’s, oh nothing nothing nothing…no, it’s erm…I’ve 
  clicked on, I have to be careful. This is nice” 
X  “What about the yellow bit?” 
P03  “No, I think that looks nice like that, because there’s a bit on the trainer …that originally 
  had a piece of yellow, and once I’d designed everything in my colour, this, piece, this 
  yellow piece, stays there, and I think it’s, obviously I erm…kind of goes by trials and error 
  here to see erm, let’s see, inside base…no that’s not it, oh it tells me the tip, yeah it shows 
  me exactly, once I’m pointing it shows me where…the swoosh is red…no...apparently it’s 
  still saying it, I like it” 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X  “It definitely is [mumbles behind P03 talking]” 
P03  “I think it’s very nice. Huh?” 
X  “So how do you pay for it?” 
P03  “I’m going to add to cart…the yellow makes it interesting as well, I like it like that” 
X  “Go on, you’ve made your mind up, go” 
P03  “This is nice…erm…so add to cart...and…it says something here…erm…choose an iD, if, if 
  your purchase is more than one…hmm…iD tongue, ok cool, you you’re choosing an iD for 
  the tongue” 
X  “Yep” 
P03  “[laughing]” 
X  “It’s the same” 
P03  “No, what did I put? Erm, [says surname], did I not?” 
X  “You did” 
P03  “Yeah…so I’m going to put [says first name] for the tongue now…oh…” 
X  “What’s happening, how many characters can you put in there?” 
P03  “Er…minimum of two so I’m going to put GR…initials for his name…oh I can put the colour” 
X  “Yeah” 
P03  “Colour colour colour colour colour, no red, red is not good…[loudly] oh perfect, this is 
  nice! Love it!...this is nice, white on the red. This is nice” 
X  “Are we another stage done?” 
P03  “Oh right, that’s 10 out of 11 apparently, cos like until you’ve finished erm, so probably 
  the cart will tell us, ok this is cool…erm…got that bit done, the iD on the tongue, and 
  erm…if I click on add to cart again, probably it my pop up the final bit isn’t it cos it’s 10 out 
  of 11…aaah I did not put the colour” 
X  “Oh for [says surname]” 
P03  “For [says surname], which is brilliant…erm, should I try white…aaah this is nice, or should 
  I try red on the black, no no no” 
X  “What about yellow?” 
P03  “Oh yeah because…hmm…mmm don’t know…it’s nice, either white, or yellow, for the erm, 
  the colour of the iD…erm…oh this is exciting…erm, what do you think? Because it matches, 
  because the yellow is on, on the bit out, so isn’t it, so probably I should put the, er, the 
  name [says surname] to match it, let’s see how the white looks…hmm…no, yeah you’re 
  right, the yellow…no that looks uniformed” 
X  “Yeah” 
P03  “Perfect, 11 out of 11, that’s my design done there…and erm, I took [?] out, this product is 
  custom made and delivered to you up to four weeks…ok, erm, I’m waiting…I’m 
  waiting…and I’m waiting…oh!” 
X  “What’s it saying” 
P03  “Wait, wait wait wait wait, erm…” 
X  “A hundred and twenty seven quid!” 
P03  “No, because, no no, yeah yeah because I did…I like, which one do you like?...Do you like 
  this one?” 
X  “Oh hang on which one did we do, what did we just do” 
P03  [talking over X] “this one, this…” 
X  “the one with the black and yellow, that one” 
P03  “Yeah” 
X  “Yeah that one” 
P03  “But this one is quite nice as well, no this was the yellow first, and that was just trial” 
X  “Yeah yeah” 
P03  “And error isn’t it, shall we just choose” 
X  “That one, cos can’t see the yellow on that, but the yellow is round the other side” 
P03  “Yeah, but this is quite nice, and this is leather as well so I’d rather this so you can clean it” 
 490 
X  “The white’s going to show the” 
P03  “Mmm…[website sounds] ok so I’m going to proceed to checkout, and it looks 
  good…erm…I’m waiting…and I’m waiting [laughs]…ok, erm, please be advised that a 
  return option is available on all Nike products where applicable, ok I’m going to checkout” 
X  “I’m surprised that it’s, why is it six thirty two, oh is it postage?” 
P03  “Yeah, what? postage?” 
X  “It says 63.60 there and then 70.10 there” 
P03  “Yeah I suppose, yeah…erm…ok yeah, yep, yep…iD, [says surname], GR, oh this is 
  brilliant…I think I want one for myself actually…no I don’t want those trainers back [laughs] 
  anyway, I’m going to checkout [whispers] I’m not supposed to be talking, email, I’m typing 
  in my email, so…just a minute…it’s very tiny 
X  “Yeah but that, that says members log in, you you” 
P03  “Oh” 
X  “You” 
P03  “Ok ok ok…I’m going to new customer, not registered checkout, yeah…[sigh] I have to put 
  in details, ok, erm” 
X  “That’s not too bad” 
P03  “Yeah, ok it asks for my first name which I’m going to type in…[says first name]…and, my, 
  last, name…[says last name, laughing]” 
X  “Oh come on [p03s name] [laughing]” 
P03  “[laughing] My address, are they posting it to me really?” 
X  “What do you mean?” 
P03  “I would rather go in the store and collect this” 
X  “Why?” 
P03  “I don’t know, I just feel, I just feel like I’ll miss it, you don’t want to miss your order…I 
  suppose they’ll leave it with the neighbour, as they normally do when they do this 
  stuff…anyway…so I’m typing in my address…I mean, you don’t want to miss something, 
  you don’t want to miss it do you…erm…right [mumbling parts of address whilst 
  typing]…er…I’ll give them the old mobile because I can’t even remember my proper 
  mobile, so…right, I’ve just punched in right, erm…I’m checking my details to see if it’s right 
  because I don’t want to miss this [laughs] lets get it delivered to the right 
  place…erm…right…allows 21 standard, oh allows 21‐28 business days, so what, that’s a 
  month then” 
X  “At least, yeah it’s about a month” 
P03  “Yeah, I suppose, yeah, a month is alright…I’ll tell him a month is how fast [mumbles – 
  can’t hear] isn’t it [laughs]…I’m pressing continue, oh what’s happening here? Oh right 
  right right payment, ok, so I’m going to the payment…erm…yep yep…yep…so I’m going to 
  the card number bit…erm…ok…er…I think this would be good as a present, you 
  know…ooops I’m not supposed to say my [typing sounds]…I’m just checking to see if I’ve 
  put my card details in right, so…oh, 6, ok, ok I’m still erm…punching in my” 
X  “[mumbles something]” 
P03  “No, probably because I haven’t…er…yep, yeah…and yeah…I’m punching in the expiry 
  date…erm…right…and now I’ve got to punch in the security code…yep…and…what’s this?” 
X  “The billing address” 
P03  “Ok, the billing address, my billing address is the same as my delivery address, so I’m 
  going to tick that box yes? Yep…yep, erm…billing phone…ok, er but I’m just going to put 
  the same” 
X  “The same” 
P03  “Telephone number isn’t it…mmm…ok I’m just punching in my contact, erm, telephone 
  contact [mumbles numbers whilst typing]…ok…and er…email address I’m going to put 
  that it, erm [typing sounds]…erm…send me email updates of new products and 
  promotion, don’t know…probably…er…er submit order…I’m waiting…ok it’s saved details, 
 491 
  it’s popped, the screen pops up that says save details, should I? Yeah I suppose isn’t it, 
  yeah, I’ll just put a password…erm…putting in my password again [typing 
  sounds]…erm…you’re boot city [laughs]…my, my name of my first school…er…[typing 
  sounds]…and…gender, female, do I have to put in date of birth?” 
X  “[laughing]” 
P03  “[laughing]…right, yeah, apparently” 
X  “Shall I shut my eyes” 
P03  “Yeah you’d best [laughing]…It don’t have to be right you know” 
X  “[laughing] yeah” 
P03  “[laughing] I’m not sharing my date of birth…[laughing]…save my delivery address…save 
  my billing address…save details…and I’m waiting…and it says, erm…delivery one, [reads 
  name aloud], der der der, my address…and it gives, probably the invoice 
  now…erm…and…my order number…and it says your order has been placed, successfully 
  placed, and you receive your confirmation…confirmation email of your order 
  details…and…yeah, and it’s twelve, 16 minutes after twelve and erm, that’s my design 
  product finished and this is the end of my...well” 
X  “Broadcast” 
P03  “[laughing] I’m going to shut off now [whispers] is that it?” 
X  “[whispers] yes” 
P03  “[whispers] no no no you turn it off by pressing up, oh dear, I er…stop, oh dear…it’s 
  clearly labelled here [paper rustling]” 
X  “[whispers] press stop, yeah, press stop, turn it off” 
P03  “[whispers] turn it off, full stop...now it’s on hold” 
 
15.04.09  20:12  Length: 1:17 
“Hi, my product, erm, trainers, my trainers arrived today…erm, I felt very impatient, erm, I wanted 
to rip open the package but I controlled myself, erm, I was at home alone, on my own when it 
arrived. Actually, it did arrive yesterday, but I was not at home so, they attempted 
today…erm…the trainers is very cool, very nice, great...it’s…a bit, well, better than I expected, erm 
it’s like spot on, really spot on I had some sort of doubts whether it would turn out the same but 
it’s spot on as I designed it, it looks the same as the erm, as when I saw it online…and the only 
thing is that the red, thought the red was going to be a bit darker, but it’s just a lighter colour red, 
so I’m assuming that’s how it appeared on erm, online, erm…and…it’s great, I feel excited…erm, 
it’s very nice, very cool…and this is all, bye” 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Transcript of written comments 
 
 
DESCRIBE IT: 
Why design it today? 
I’ve finally found the time and remembered to do so 
 
Describe your day so far in 20 words or less… 
∗ worked hard 
∗ had a peaceful day 
∗ had a progressive day 
∗ got a lot of stuff out of the way, that I left on the back burner for ages  
 
The thing you’re most looking forward to is… 
Getting the product and designing it 
 
You’re buying it for… 
My 12 year old son   
 
What I think the experience will be like… (between now and when it arrives) 
Exciting, different, impatient 
 
I think it will arrive on… 
No later than 26th April   
 
25.03.09  Pleased and satisfied with my design. Pleased that it looked good and I designed it. A new 
    and exciting experience 
27.03.09  Company emailed to say order has passed, a bit more excited to receive this info 
01.04.09  Anticipation grew a bit more as we’re into April, the month my product arrives! 
08.04.09  Received an email from the company stating that my order has been shipped. Surprised  
    because was not expecting product to be shipped so soon 
14.04.09  Company emailed my invoice; nothing special really. Said my order has been shipped;  
    they already mentioned in a previous email 
15.04.09  Filled in diary at the start of the day, stars indicate how I felt at the time. Inserted  
    ‘shocked’ later on when product arrived. Arrived before time stated originally. Did say  
    product was shipped but still did not expect so soon 
 
 
Task Cards 
Describe it – what makes me different: 
∗ Remember all dates and numbers – can easily remember a strangers birthdate 10 yrs later on. Just 
have a sort of elephant memory with these things; also don’t forget personal conversations 
∗ Don’t like being told “good luck” arrgh 
[date: 09.04.09] 
 
Describe it – your most frustrating experience… 
Hilarious! Too personal to mention… 
Your best experience… 
[Blank] 
[date 09.04.09] 
 
Describe it – people customise things because… 
∗ Want to be different/unique 
∗ It fulfils their aesthetic needs 
 493 
∗ They want to make a statement about themselves 
∗ They want to be proud of their own work 
∗ It gives them the opportunity of owning a perfect product and a sence of satisfaction 
[date: 09.04.09] 
 
Describe it – a brand that stands out from the crowd… 
Apple Brand (plus a drawing of the logo) 
[date: blank] 
 
List it – choose five words to describe the company you’re buying you’re buying your customised product 
from 
1. Official; leading supplier 
2. Popular 
3. Manufacturer training/sports equipment 
4. Specializes 
5. Sports wear/gear experts 
[date: blank] 
 
Describe it – the best present I ever received was… 
My son 
Because… 
Unique, special, got a gift where there will never be one of its kind to be made ever again! 
 [date: 19.04.09] 
 
Draw it – something I have customised or would like to customise… 
[drawing of a pair of glasses] 
[date: 19.04.09] 
 
Draw it – a map of my life 
Add scan here 
 
 
Postcard Stickers 
Capture it – something that inspires me:   
Books 
Date/product purchased: 
[postmark: can’t read ‐ date received: 30.03.09] 
 
Capture it – Something I like: 
Emma Bridgewater products 
List it – her are five random facts about me 
1. Have a passion for design 
2. Love reading 
3. Interested in tech, education and children 
4. Like to shop 
5. Like socializing 
 [postmark: 14.04.09] 
 
Capture it – My favourite product: 
[photograph of a collection of perfume bottles] Alien – Thierry Mugler 
List it – here are my five favourite websites: 
1. www.habitat.co.uk 
2. www.dutchbydesign.com 
3. www.barkerandstonehouse.co.uk 
4. www.mychild.co.uk 
5. www.shoestudio.com 
 494 
 [postmark: can’t read ‐ date received: 20.04.09] 
 
Capture it – something frustrating: 
[photograph of two household instruction leaflets] Fitting and building instructions 
Describe it – my pet hate: 
[blank] 
[postmark: 21.04.09] 
 
 
WOOHOO ‘it’s arrived’ 
Favourite moment: 
When the product arrived and opening the package 
Funniest moment: 
Tried it on although it is my son’s trainers. Thinking I can borrow it from him. he he. 
Most interesting moment: 
The look on my son’s face when he saw the product with his surname and initials on it 
Worst moment: 
Had no worst moment; except I wish my son was there to open it up himself 
Moment that exceeded expectations: 
Seeing how the name is embroidered on the trainers  
[writing tippexed out underneath can just about be read: Seeing the name on the trainers. For some reason 
I thought the personal name would be printed on trainers knowing that eventually {indecipherable} and 
tear it will fade Instead the name is embroidered on the trainers, this will definitely last] 
Bit that made me smile: 
Opening the package and seeing how awesome the trainers looked 
Most frustrating moment: 
I had no frustrating moments 
Anything that was not as you expected: 
The shade of red on the trainers. Thought it would be a deeper red as it somehow appeared on line 
The one thing I would change about the product: 
The bit that says ‘Nike Zoom’ that’s located on the side heel of trainers 
The one thing I would change about the experience: 
Ensuring that some‐one is with me when the product arrives 
The thing I’ll tell people about: 
You get the product exactly the way you designed it. Same as it appeared on line; perfect! 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Transcript of post‐probe interview 
 
Transcript completed by Kate Herd. Recording taken from an Olympus VN‐2100PC voice recorder. 
Interview date: 29.04.09, 15:45pm 
Interview location: Kate Herds office, Middlesex University, Trent Park campus 
 
P03 brought the trainers with her but not the packaging. She also brought three photographs that 
had been taken with the probe but not included in the returned kit – these had been retaken to 
achieve what she saw as ‘better’ photographs 
 
(…indicates a pause in the conversation) 
 
  
K  Ok, all I want to do is…it’s just a case of talking a bit more about what happened, and to 
  get a bit more insight into what it was like for you, and the things you did, so, I’ve got a 
  checklist to remind myself of a few things I want to ask you as we go through the 
  interview. I thought I would bring the probe so we can have a look at some of the stuff 
  that you did…so, overall what was the experience like? 
P03  Er…should I say interesting, interesting, exciting…that’s how I would describe it, yeah, 
  good. 
K  Talk me through what happened, the things that you did 
P03  Erm…ok, are you talking about like buying the product? 
K  Yeah, the whole 
P03  [speaks over K] Ok 
K  Thing 
P03  Ok because I must admit [laughing] that I went online before, before I bought the product, 
  and I was like testing out, and stuff like that, and erm…I did not originally go to the 
  erm…the Nike, iD site, I went to the other one…er I can’t remember…Mongolian… 
K  Oh, the PUMA 
P03  [speaks over K] yeah the PUMA. And I found it…erm…[sigh] a bit frustrating, there, yeah…I 
  was like, oh it’s taking too long to load up, and what now and all of the, the colours was 
  nice, I mean, that was too confusing, and I went on this site and it was like yes 
  straightforward this is nice, and the flash images I loved, and I played around with that a 
  bit to see what it looked like, erm with the different colours and stuff like that, erm…so it 
  was just yeah it was exciting as you…as I think you already notice on the [mumbles 
  something]...I was a bit frightened of buying…so it…online…erm looking at the erm…just 
  the designs and the…well, I was mucking around with the colours and this…but erm, 
  different, I never knew of this  
K  Right 
P03  Erm…until you told me I could design it, never 
K  You didn’t know about any of the companies at all? 
P03  Well I know about the companies but I never knew you could design your own, your own 
  stuff, so I thought that was like [stresses the word] REALLY…I think that was the coolest 
  [mumbles then laughing] 
K  [laughing] 
P03  Adding your own colours, doing your own thing…just seeing how it looked...you can, you 
  know…test, and have a view, you know…and…that is…that is exciting that bit 
K  Definitely 
P03  Mmm 
K  Did you find yourself, once you’d ordered them, did you go back to the website after that 
  and have a look? 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P03  Actually I did not, I mean, did I? did I? I did not, erm, I didn’t. I would go back for myself 
  though 
K  You’re going to buy yourself a pair? 
P03  [speaking over K] yeah yeah, yeah. Definitely 
K  [laughs] 
P03  Erm, but because of how things were, and my, the, I did not, but if I were, probably…more 
  relaxed, and had more time, I would DEFINITELY get myself a pair…erm, yeah…definitely 
K  [laughing] 
P03  But yeah, probably in future I would…go back to the site again   
K  Do you think it helped having someone with you when you were designing it? 
P03  Yeah…definitely…erm…it was more fun…you know, I can talk to someone…you know, 
  what about this 
K  Yeah 
P03  And it’s more fun than being on your own…also when it arrived…I wish someone was 
  there with me as well, it would have made things more [stresses word] EXCITING, you 
  know, but erm…it’s kind of like…I suppose you can tell, because when I…dictated when it 
  arrived, it was very short, in comparison to what it was [laughing] 
K  [laughing] 
P03  I think it’s more EXCITING to have someone, it’s like ah you know, and you know, you 
  know, catching more and more conversation 
K  Yeah…I was interested on one of your cards you wrote that one of the things you found 
  frustrating was building instructions 
P03  [stresses] I HATE 
K  [laughing] 
P03  ANY SORT OF INSTRUCTIONS…whatever, I just want to, anything I buy…in terms of like, 
  let’s say, IKEA…let’s assume the thing is, erm…assembling a cupboard…erm…I just wanna 
  just, do what, you know what, I really want, I really try to like…locate this… 
K  [laughing] 
P03  Oh right I remember one time I’m assembling something, I had one screw left, I was like 
  no something is wrong [laughing] 
K  [laughing] 
P03  It was like, no, I have one this screw left…and I HATE it, I hate just, just things like that, 
  instructions, manuals…[speaks slowly and loudly, stressing words] DON’T LIKE IT AT ALL…I 
  don’t generally read manuals, in terms of do it myself, it’s like, oh, something went wrong, 
  then I go back and read it…THAT’S frustrating 
K  So were you doing the same on the websites, just 
P03  [speaking over K] Yes 
K  Using them, and then not 
P03  Yes, I guess that’s what it was [laughing] 
K  I think most people do 
P03  Yeah 
K  I think that’s the way it works 
P03  [laughing] 
K  [laughing]…what about you son…when you got them, you said that that was one of the 
  best things, when you saw his face 
P03  Yeeeaaah, yeah, he was like…WOW when he saw his name, because he doesn’t carry the 
  same surname as mine 
K  Ok 
P03  So [mumbles something] his surname, [says surname], and he didn’t open it up yet, it was 
  like this, it was on this side [holds the shoe on it’s side so the name is facing downwards] 
  in, in the package, and it was like [loudly and enthusiastically] WOW COOL [laughing and 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 speaking enthusiastically] and he took it he just, and then he saw the GR which stands for 
  [says name] and he was just, you should have seen the grin on his face 
K  Aw 
P03  THAT was nice, I…felt, when it arrived he should have been there to open it up 
K  Ok 
P03  But I’d put everything in its original packaging so he could, open it up again, but the look 
  on his face 
K  [laughing] 
P03  Was just, just priceless 
K  And how was he with the fact that you’d designed it, did he like the colours, the choices? 
P03  Yes…yes, yes yes…I thought as well, erm when I…was…then again I wanted it to be a 
  surprise…erm…it would have been, probably longer…if I make him design it himself…yes, 
  trying and trying, I tend to be more quick but…if he was there I think erm, but yeah I just 
  wanted, you know, a surprise…but erm yeah he did like the colours, and he just loved it 
K  That’s great 
P03  Yeah [laughing] 
K  That’s good, I like that…let me just check my questions 
P03  I, I think also, as well, it’s showing off with his friends that his name is on his trainers...I 
  think that’s a big thing, yeah yeah [laughing] 
K  Do you normally buy clothes and shoes online, is it something you would normally do? 
P03  I do, yeah…erm…50 50 I go in the store…I do online as well 
K  Ok…so you’re not bothered about not being able to try them on or 
P03  No no no no no, once I know his size or my size I’m I’m fairly, once I know the company as 
  well, I’m fairly confident that it’s…that it will be fine. Yeah 
K  Have you bought from Nike, on their website, before? 
P03  I’ve never bought…no…I’ve been…I, I have Nike, but I always go in stores, always tend to 
  go in stores, not online 
K  Yeah 
P03  Erm…in terms of clothes, I mean…some, some erm, stores obviously the sizes are a bit 
  smaller so it’s, a bit bigger…and once I’m used to the store I know what size I, you know, 
  can go to online. But I’ve never been to, no…I’ve been online 
K  Uh huh 
P03  Nike…just to have a look…but that’s really four years before, just to have a look at what 
  they have, but I’m, normally, I’d just go in the store…after…but never did it online, no 
K  And were these what you expected?...because I know you said 
P03  [interrupted K] It was, except the red, because for some reason just the red, looked 
  darker, a deeper, deeper red…but exactly, exactly how it looked, is exactly how I got it 
K  [laughing appreciatively as she speaks] 
P03  So that was…actually that was really quite something…hmm, what did you ask, what did I 
  say in the…most disappointing moment…and I said I hope it’s not disappointing because  
K  [laughing appreciatively as she speaks] 
P03  It come with [mumbles as laughing and talking fast] I said I hope not, but it was like spot 
  on [laughing] 
K  [laughing] 
P03  Yeah, yeah 
K  Great, that’s good to know 
P03  Yeah, I, erm, also the colours…originally, I’m from Trinidad originally, so it’s red, white and 
  black 
K  Ahh 
P03  So that’s why, erm, I choose the colours 
K  Ok 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P03  The green…for some reason, I saw the green and it’s like…that’s not going away, I 
  couldn’t…choose, and I looked at it and it’s like no, no, that’s alright, I’ll leave that 
  there...and I put his, er, name in the same colours so everything is coordinated so, it 
  turned out yeah, very interesting with that bit of green there 
K  It looks good…What do you think about the quality of the, of the workmanship, like the 
  embroidery? 
P03  Yeah, erm…I thought it was, some design…it’s printed…erm…oh gosh [looking around my 
  office for an example of what she means] 
K  [laughs] You probably won’t be able to find an example 
P03  Yeah…it’s printed, and, and through the time it wears off…you would see like, barely see 
  the R, barely, but I wasn’t expecting them to embroider, and I thought that was really…I 
  was surprised by that one 
K  And what about the packaging, what did you think of the packaging? 
P03  Erm… 
K  Can you remember? 
P03  Yeah, it came in the, the brown box at first…then, the, the Nike box, which was different 
  from, other boxes, because I’ve bought trainers before, and this one you had, you 
  pull…others you open with a flap, this, this, this one, its nice, it’s just different, I’ve, I’ve 
  never seen, I don’t know if that’s the new, box now, as I haven’t bought a pair in ages…so, 
  erm, the packaging, yeah, quite funky…quite…I would say, erm, it’s alright 
K  And id you find that, after you’d ordered them, did you tell anybody about what you had 
  done? Or was it just a secret? 
P03  No no no I, I told a friend and he…he wants to erm buy for his son, he said [mimicking 
  anothers voice] ah maybe I should buy for them, yeah, and give them a surprise and stuff 
  like that, erm yeah and [mumbles] loved it, so he knew about that, but in terms of 
  telling…someone, just one friend, who was, dictating when we were together [meaning 
  he was also present on the voice recorder with her] so he wants to buy for his…I think 
  eventually he would…maybe, maybe for Christmas, I don’t know, but it’s, I think the big 
  thing for this is the, the name…on the product, that’s…I think you could put anything 
K  Yeah, I heard on the dictophone that you were trying to find the characters that it would 
  accept, because the first thing you typed in 
P03  [speaking over K] Oh yeah, yeah, it didn’t, it didn’t, I was getting problems with that, with 
  the thing I wanted to put originally was his name, his first name, and that didn’t take it, I 
  don’t know for what reason, probably I… I don’t think it was enough characters, I can’t 
  remember why…I think I put [says first name] R…I think [says the letters to herself, 
  counting them on her fingers]…[quietly] that’s six…I don’t know, for some reason it just 
  wasn’t taking it, so I said I know I’ll just put Rogers and ok, ok that’s fine…yeah…so 
  I …yeah, but that was fine 
K  That was the only thing that seemed to not work? 
P03  Yeah, I can remember, yeah, I do remember that, that was the only thing 
K  And you said this was the one thing you would change? [pointing to the Zoom label on the 
  trainer] 
P03  Yes I would…I think it’s too nice to have that…like zoom, looking a bit bobbly, I don’t like 
  that bit, I think it’s…it’s [laughing] 
K  [laughing]…Now, in terms of the design probe, what was it like to record the experience 
  as you went along? 
P03   [excitedly] Different [laughing] oooo [laughing] 
K  [laughing] 
P03  Oooh it was like, I was very conscious to be quite honest with you, oh God I don’t know 
  what Kate is looking for, it was like yeah I’ll just talk…the second one…the second, one I 
  did, you know it was, I was like really conscious, it was like what do I say, what do I say 
 499 
  [laughing] maybe I’ll just rattle on….but I though no, I’ll just say things nicely [mumbling 
  whilst laughing] 
K  [laughing] 
P03  Like how you’d normally talk to a friend, sort of thing, that’s that, that’s exactly it 
  [laughing] 
K  It’s good because it allows me to be there without being there, because it would never 
  have been the same if I was watching you do something 
P03  [whilst K talks] Mmm mmm mmm 
K  The point is that it makes it more natural 
P03  [laughing] 
K  [laughing] I was after what really happens as opposed to what happens when you try and 
  watch something happen 
P03  Ok [laughs] 
K  Do you think it made you think more about what you were doing, and what was 
  happening? 
P03  Yeah…erm…what, erm…in terms of waiting for the thing? 
K  Yeah, in terms of the whole experience 
P03  Yeah, erm…yeah, it did make me think when I did fill out that diary, erm and it made me 
  think how I’m feeling I think…yeah, it did make me think…I would think, er, how do I feel 
  today?...I was searching for more words, I gave you a few more words about how I 
  felt…erm…and I felt generally, you know, you’re excited about something, and then you 
  have to wait and then afterwards it’s like oh ok, I’m not so excited anymore, so it did 
  make me, yeah, it did make me think 
K  Because it’s interesting when you start to draw it out almost as a graph, and you can see 
  the mood changing, it’s great 
P03  It was, I mean, if this, it came quite quickly I must admit, but if this had taken, probably, 
  the…month…for some reason I thought it was going to take much longer…and then 
  probably my excitement would have been two [laughing], you know it was exciting 
  thinking about it, it was like [excitedly] oh my god it’s here, so…it never reached a 
  two…but I think generally, for me…erm, excitement goes down, and it won’t be as exciting, 
  erm, as at first…but generally I was excited…yeah, yeah 
K  Do you think the fact that it arrived early, erm…makes you see the company in a very 
  positive light 
P03  Yes…definitely, absolutely…I, I mean it did email me…but for some reason I just 
  didn’t…did I believe?...I was like yeah they just email, I suppose that’s, erm…what 
  confused me as well they said it’s shipped, but I didn’t…I literally took the word your 
  product is now shipped, and literally took the word shipped as in boat…right…so I thought 
  oh yeah, ok, they said that, it’s going to be [stresses word] AGES if it’s going on a boat…so, 
  erm, yeah [laughing]…so one of my friends said no no no no no, shipped that could be just, 
  you know, on air, just that they use the word shipped, and I was like oh, it’s not, it’s not 
  necessarily by the boat, it was like [stresses word] NO [laughing]…it said shipped, your 
  product has been shipped, it was like, by boat, that’s going to take [stresses word] AGES 
  then [laughing] and then I missed the parcel, [stresses sentence] I MISSED IT, I was like oh 
  it’s here [laughing] Ooops [laughing] 
K  Did they leave you a card? 
P03  Yeah…I did put the date it arrived actually, I did, it was like, oh ok, [mumbles something] 
  he was right, it was like literally, you’ll probably even get it by next week and he was right, 
  ok…but I wouldn’t necessarily choose that word shipped, or probably that’s how it is and I 
  didn’t know it… 
K  There are different words they can use 
P03  Or delivered 
K  Yeah 
 500 
P03  Or would be arriving 
K  Dispatched 
P03  Dispatched, exactly…but shipped told me ok right, yeah, ok…probably that’s the catch [?] 
  date…so it’s going to be long [laughing] 
K  No, tell me about the choice of stickers on your map, I’m interested 
P03  [whilst K is talking] Mmm 
K  Just to see how it worked…did you find trying to find the picture, was it an interesting… 
P03  [cuts in] it was…very, yes, and I managed, you had erm, appropriate pictures there, 
  erm…I’ll tell you my ideas, erm, the website…I thought it was a wish [the fairy sticker] a 
  wish to have a trainer I can, erm, design…your own name, that’s like a wish isn’t it, so I 
  felt yes, playful, everything was all nice and exciting…the, the, erm, you know the balloon 
  [the sticker], you know it was excitement here, a wish granted and the excitement. Ok, 
  when I went onto shop and I literally saw, erm, muck about with the er, the pictures and 
  stuff that I felt over the moon [refers to planets sticker] because I can see the, the 
  different changes and the different angles, and it was like [excitedly] wooo this is great, 
  and the I had a [mumbles] like this balloon [laughing]…and then I received the email from 
  the company and I was like [excitedly] YES, great, they have, erm, confirmed everything so 
  I was like that’s good…so I see the thumbs up, the flowers which is, I see this as all 
  positive, the sky and the plane, I’m up in the air, so it’s all…you know, positive and I 
  received another email, what was that about?...Erm, I think it was erm…I think that email 
  was 
K  [paper rustling] I think it will say in your diary 
P03  [thoughtfully] Yeah, what was this about? ...I think they told me they…they received the 
  order…or something…I think it was receiving the order 
K  Yeah 
P03  And that started that’s it, it was like they’ve received the order [stresses words] GREAT, 
  YES, IT’S STARTED, and then I received an email telling me…erm…that the, I think was that 
  it has, er, been shipped, and I was like [loudly] SHIPPED, so I was very [mumbles one word, 
  into laughing] 
K  Ahh, that’s the sad eyes [referring to the sticker] 
P03  Yeah, yeah, the dog, the dog [laughing] so I was like shipped, so it was, like, a bit sad…I 
  was like you already told me that it was a blank face there [referring to sticker]…you 
  already said that, so it was like, blank face there, so it was, so this meant disappointed, 
  disappointed, seeing the word shipped as I explained to you, and it was like ok ok, you 
  know when you have this, ok hmm ok, so these were the blanks…and erm, getting the 
  product, over the moon…again…erm, you know, the clouds, my wish came true again…I 
  received an email, not sure what this email was about, erm…I think it was just a general, 
  general emails, er, can’t remember…probably said hope you’re satisfied or something like 
  that…so I fell in love with the company, you know for being so, you know, on target, even 
  way before their target…what was the blank for? [referring to the last stripy sticker], why 
  did I put that blank? I can’t remember, I suppose that’s not appropriate there…but erm, 
  why did I put this blank? …but it was generally good, I was like yeah, this company is 
  nice…I suppose the blank was like, yeah, probably you would expect them to say 
  something but, yeah, it was a general positive sense, at least with my choice of erm 
K  That’s good! 
P03  My choices [laughing] 
K  It’s nice, because it’s a nice prompt for reminding you about how you were feeling 
P03  Mmm mmm 
K  Because it fades 
P03  That was very interesting, very different, yeah 
K  How long did it take you to pick your stickers? 
 501 
P03  Erm, not very long…no no no it was quite quick, because this, the stickers were more or 
  less…appropriate…you had appropriate stuff to my feelings…so it didn’t take very much, 
  so…it was good, it was good 
K  [rustling sounds as K looks through probe] Ok…it was good, because you filled in all of my 
  cards 
P03  [laughing] 
K  I was intrigued by this [referring to task card where answer had been ‘hilarious! Too 
  personal to mention’] 
P03  [talking over K and laughing] no no no [laughing] you don’t want to know 
K  That’s torment [laughing]  
P03  No…it’s really personal [laughing] 
K  [laughing]…tell me why you think Apple stands out [referring to ‘a brand that stands out 
  from the crowd’] 
P03  Because I like Apple, Apple products, and different…I suppose, er…in terms of design I 
  love their design, they’re different, they’re always, just…er...I just don’t want to use the 
  word interesting because it doesn’t say anything anymore…erm…I just think Apple, 
  generally, are good products, erm…I kind of think it’s just that they do more, there’s more 
  design, it’s just a company that their products are just… 
K  Is it just looking good or is it more than that? 
P03  It is looking good, it is looking good, yeah that is a big part of the way they…yeah, it is 
  looking good…also…erm…the features…where they, where the software, it, it’s just really, 
  I have key notes and I love that, they just have different things…and yeah, you can get 
  other stuff, and yeah PC, but I think generally Mac has…they go out of their way to make 
  things more exciting, more interesting…more appealing…yes…erm…I just love, erm, 
  Mac…yeah… 
K  They’ve certainly got that image haven’t they…and things like the customer experience is 
  so important to them…Did you write your description of the company before you bought 
  your product do you remember, or after? 
P03  No, after… 
K  Do you think any of that would have changed if you’d written that beforehand? 
P03  Yes…   
K  What would be different? 
P03  Erm, what would be different…erm…hmm…erm…[reads through what she’s written, 
  sounding thoughtful] probably the ‘official; leading supplier’ but I’m not too sure…I think 
  the ‘expert’ bit as well…yeah…I didn’t know what to put for that one [K hold ‘best present’ 
  card] 
K  That’s lovely, that’s lovely 
P03  There is nothing I can say, honestly there is nothing I can say that I’ve received that was all 
  that fantastic, erm…that’s for life, he’s just there all the time so [laughing] 
K  So it’s a good thing he’s a good present [laughing] 
P03  [laughs] Yes, it’s a good thing, although he can be a frustrating present sometimes, but, 
  erm, it’s a good thing generally 
K  And I was intrigued by your glasses 
P03  Yeah, I would like to design my own glasses, I would like to…you know you have all these 
  different, erm, designer glasses…if you could do your own with your own…colours, and 
  these bits [points to the arms of her glasses] 
K  Mmm I don’t know if there are any companies that do that, that would be a really 
  interesting one 
P03  Mm uh huh uh huh 
K  Tell me about the map of your life 
P03  [laughs] It’s just, it’s just as it says, it’s just me 
K  Your current situation? 
 502 
P03  That’s my current situation…I’m on my own at the moment with my son, I live with my 
  son, juggling Uni, studying, part time work, I find time to socialise as well, not as before… 
K  What are you doing part time for work? 
P03  Erm, sometimes I do secretarial work, erm, office, office work, so that’s…and I work 
  with…this agency so they call me when they need me, and it’s really busy, and stuff like 
  that, so I can get busy, so…yeah…it’s good…erm…meeting up with friends is good, sports, 
  that’s with my son most of all of course, sport, I would say, it’s on his level because he’s 
  into football, so if I put that there it would not really represent me, it would represent him, 
  erm…relationships, friends and family…erm…keeping in touch with them, that’s basically 
  me at the moment 
K  It’s a nice diagram 
P03  [laughing] 
K  Your pictures are good, I like them 
P03  Ohhhh do you? Oh you got them [looking at the postcards and lauging] 
K  It’s so exciting to get them in the post [laughs] 
P03  Really? [laughing] I enjoyed that, everything about that, it’s different…I must admit I 
  bought your pictures back, because they’re a duplication of the same thing...and I kept 
  thinking ahh that’s not nice, or that doesn’t have enough light, it was like that doesn’t 
  matter [P03 name], but I printed it out…and I brought it back…but it’s very much the 
  same as this…so I brought it back 
K  Oh that’s ok 
P03  Erm, I thought you’re wasting, you’re wasting stuff, so I, I stopped it, I stopped being, 
  trying to be perfect, so this is 
K  Oh, don’t worry 
P03  [laughing] 
K  Don’t worry, the idea is that you have lots of stuff to play with, and… 
P03  Yeah 
K  But that was good, I like this stuff [pointing at postcard] 
P03  Emma Bridgwater? yeah, I like erm, at first I fell in love with the dots, and then…I tend to 
  like, I like the hearts as well 
K  Yep 
P03  And books, I like books, books books books, you can’t go wrong with books 
K  Absolutely 
P03  [laughing] 
K  What else do we have…a passion for design 
P03   Oh yeah, yeah 
K  Would you normally buy, when you go clothes shopping, stuff like that, would you 
  normally buy, are you into designer clothes, or are you just into stuff that you like 
P03  Stuff that I like…erm…stuff that I like, probably if it’s designer clothes, but it must be 
  something that I like. There are some shops that I don’t go in at all 
K  Like what? 
P03  New Look [laughing] 
K  [laughing] 
P03  Erm, I tend to find River Island did some nice stuff but now I think just looks a bit too…I 
  don’t know, some places I just pass…just straight…and then I get frustrated because the 
  look that I want I can’t afford, so I really get frustrated shopping 
K  Yep 
P03  So I’m saying I don’t go in there, I don’t go in there, [P03 name] you just look up at the 
  prices [laughing] 
K  [laughing] 
P03  [laughing] 
K  I saw you had a picture of the sales! [laughing] 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P03  [laughing] 
K  Yeah, that one made me laugh 
P03  [laughing] Oh yeah, then I would go in and say yeah, probably yeah, maybe I can get 
  something! No, it’s like don’t, even, go in [laughing] 
K  Yeah, sales are dangerous! 
P03  These are just church designs anyway [referring to her photographs]. I went in and it was 
  like yeah I like church designs so, you know, I had the camera…[stresses the word] 
  INTERESTING, I’ve got to get a good camera for myself, which I don’t have, and I just 
  [stresses the word] LOVE having a camera and erm taking…so that’s what this erm design 
  probe did to me, yeah, erm…I like, I like that, picture taking experience 
K  What did you think about the photo printer? …had you used one before? 
P03  Never…very straight forward…erm…print lovely, I think I’ll get one myself, it’s just, it’s it’s, 
  very nice…very handy, it prints fine…erm…the camera as well, I was really, I suppose I was 
  zooming, and there was some I did not zoom, and I was like this thing takes pictures really 
  close up, it’s really…I don’t know what about that camera but it takes things like [stresses 
  word] REALLY close, you don’t necessarily have to zoom 
K  Yeah 
P03  Don’t necessarily have to zoom, yeah…it’s a nice little device   
K  Yeah, it’s not too bad, it’s not the most expensive camera, but the printer is nice 
P03  Mmm   
K  I’d not used one before I bought one for the kits 
P03  It’s very, I mean, it’s idiot proof [laughing] very simple, did exactly as it said. It was 
  probably the easiest set of instructions actually, me hating instructions, this was very clear, 
  very easy, even the, the [her pronunciation] dictate‐a‐phone, it was very, just as it said, 
  very straight forward… 
K  …That’s a good picture, the train…[looking through her photographs] did it come with any 
  spare laces? 
P03  No, just one set… 
K  …this is your box 
P03  Yeah…and that’s what I told you, you can pull out…you know, not like original boxes 
K  Yeah…Are you somebody who keeps shoe boxes? 
P03  Yeah…I am…although it all depends on how nice the shoes box is 
K  So are you going to keep this one? 
P03  This one, yes definitely 
K  Do you have plans for what you’re going to do with it? 
P03  No…I just, yeah, it’s just…yeah, I don’t know… 
K  I like shoe boxes as well 
P03  Sometimes it’s like, oh no I have too much clutter, too much junk, but I like shoe boxes as 
  well…[both looking at the photographs]…and of course the chocolates 
K  Yeah that’s a good picture 
P03  [laughs]   
K  I like the background 
P03  Oh that’s my tea towel 
K  Ah 
P03  I thought, how can I make this nice? [laughs] 
K  Did you find you were thinking a lot about how to lay out the photographs? 
P03  [enthusiastically] Yeah, yeah…and I was like, oh yeah…it’s just me as well, it’s just how I 
  am, erm, in the house as well…erm…even the fruit I have, I have it in the living room all 
  displayed…and my son says mummy do you turn everything into a design? [laughs] 
K  Where was your bag picture? [referring to the photographs] 
 504 
P03  In Topshop…and I was like what is this!, there is too much going on here, so I just took a 
  picture…what was I after?...I think I wanted a necklace, I was really into Topshop 
  [laughs] …erm…that was me, over the holidays…for my project 
K   What is it you like about Virgin? 
P03  Because it’s fast…it’s comfortable…erm…I can…you can travel with overhead trains, and I 
  just like Virgin, it’s just fast…I was trying to save money on the Midland train, and it 
  stopped, at [stresses word] EVERY stop, almost every stop to my destination, I was like, 
  yeah…I just Virgin trains, if I’m travelling out of London…and this is again, my journal, 
  yeah [laughs] 
K  So the diary in the probe was easy if you’re a journal keeper 
P03  Yeah, yeah yeah…this is just special occasions and stuff like that, I’ll just jot things down… 
K  That was a great picture of your tin 
P03  [laughing] 
K  I like that a lot 
P03  [laughs] It’s awkward…if I had a chance to properly redesign something like this, I’d think 
  of something more simple…probably I’d try to take that on, but I couldn’t think of 
  anything, but I was, I was just taking the pictures and I was like, ah yeah, maybe I should 
  take this…and I’m sure, you know, everyone as well would have, you know, it’s really 
  awkward sometimes, sometimes it’s really awkward to you know, with the 
  key…sometimes it breaks off, you know, the metal bit…I hate that [laughs] 
K  Are you one of these people who, I know I’m the same being a designer, that when you 
  come to buy things, you end up looking at the details on everything? 
P03   I…it’s grown on me, I never realised, that this course has done this to me [laughing ‐ 
  referring to her MA in Interaction Design that she is currently studying for] because I went 
  to Staffordshire over the holidays, and I was out, I was at a till, and I looked at this girl 
  next to me, and she’d bought erm, a cold salad, and you know, you would try your best to 
  stop that cold salad to get more heavy, and I have a friend with me, a teacher friend of 
  mine, and it was like, oh, interesting, I like the way they have designed that cover, 
  because the cover came with…rounded…and she was like, and then she pointed out to 
  me she was like look at you, you’re looking at, and I was like yeah…and I said yeah, I said 
  that’s clever, the way they designed the cover, and it just comes…and she’s like…oh look 
  at you! And I was like, [pleased] oh yeah!   
K  Once you start that’s it 
P03  Yeah, I look at things, at a different light now…just differently, erm, this course did 
  that…and then with your design probe it was like, yes! I want to do that 
K  So what did you do before this course? 
P03  I was boring, I did erm, education, I was at Trent Park…education and IT, erm I like IT, I’m 
  not great on IT [stresses word] AT ALL but I had always liked design, always, I just…it was 
  just, this course is just, [enthusiastically] this course is just fantastic, I’m just really liking it 
  [laughing] 
K  [laughing] Good…I think that’s probably everything that we’ve looked at now, that’s 
  great…thank you very much…have you got any questions? 
P03  Erm…yeah…what, what are you…I know you’re doing design, but exactly what…what area 
  are you studying in design? 
K  Ok…I’m doing my PhD at the moment, and I’m looking at mass customisation, so 
  customising products that people buy 
P03  Right 
K  And what I’m interested in, is…the whole experience that people go through…so most of 
  the researchers who are looking at it, at the moment, because it’s a relatively new 
  research area, is what happens when people are on the website, when they buy stuff, or 
  when they go into the shop. No one is saying what happens when…when they wait for six 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 weeks for the product to arrive, what kind of packaging does it come in, how does that 
  make them feel? 
P03  Mmm 
K  So I’m interested in using tools like design probes, which no one in that area is using…to 
  actually find out what it’s like when people, go through an experience…because obviously 
  if I, if you hadn’t done this and I asked you now what was it like when you were buying it 
  online, you probably would have forgotten that 
P03  Mmm 
K  And it would all be distorted by 
P03  [talking over K] 
K  The way you feel about it now, the final product…so it’s about finding interesting ways 
  of…engaging with peoples experience 
P03  Interesting…it did make me think, how did I feel…I suppose after, while…you don’t really 
  think about that 
K  And if you ask people afterwards they won’t remember, and if you’re with them whilst 
  they do stuff, they won’t behave in the way they would normally behave 
P03  Yeah 
K  So…it’s hard, because obviously…you bias everything by asking, somebody…to do 
  something, because you’ll be thinking, what does Kate want me to do? 
P03  Mmm 
K  Or you’ll be more self‐conscious…but this is probably a better way than me saying I want 
  you to go and buy a pair of Nike trainers, and I’m going to give you this much 
  money…because you have to invest some of your own money 
P03  Mmm mmm mmm 
K  It means you’re choosing a company that you want to buy from…and I’m not looking over 
  your shoulder, so you can do whatever you want 
P03  Actually, I think generally, all the trainers I had…I just own one, I think I just own one pair 
  of PUMA…but generally the trainers I buy would be…Nike… 
K  Why is that? 
P03  …I’ve never really questioned that…I think probably because of the publicity, probably, I 
  don’t know when you look at sport, I love sports…and they’re great sponsors…yeah, so 
  Nike, I think it’s that, I think it’s their, their erm…ads…and erm, the exposure…erm…I think 
  that’s all I know really…yeah…that’s the first place I go if I want a pair of trainers, a pair of 
  Nike trainers 
K  It’s the brand loyalty… 
P03  Mmm I suppose…yeah…but they tend to do really nice trainers, so I’m just satisfied, you 
  know, yeah 
K  So what I’ll be doing, with the research information, just so you know what I’m going to 
  do with the probe stuff…I’m going to be using it for the PhD, and for writing journal and 
  conference papers…and obviously what I’ll do is, I’ll take out any of your personal 
  information so you won’t be recognisable or identifiable in any sense   
P03  [mumbles something, laughing] 
K  [laughing] So don’t worry, all the information will be anonymised, if that’s a word! 
  [laughing] 
P03  [laughing] 
K  Erm…do you want me to send you copies of what I’ve done, if you’re interested? Just so 
  you can see what’s done with it? or…I can make it available so you can see it if you want 
  to, at a later date 
P03  Yeah…it would be nice…if it’s a hassle don’t, honestly…really, really, I just enjoyed the 
  experience, it was different, very different…describe what you’re buying, your mood, very 
  very different, so as I told you I just enjoyed it, and the picture taking, I…I wanted a 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 pictures of homes, and I forgot, you know, I just didn’t get time…but I really like homes 
  and gardens…love it… 
K  Yeah, I saw the websites you’d listed 
P03  Yeah, erm…I forgot, because I went out to, erm…Harpenden...and they have some really 
  lovely houses along there…and I did not go with the camera…but there should have been, 
  some other pictures 
K  So were you carrying the camera around with you quite a lot? 
P03  Of course, yeah yeah yeah…yeah, I was…it did have, you know…I need a good camera 
  now [laughing]…so it was interesting, exciting for me…yeah 
K  Well that’s good, because it’s useful for me to know, what it’s like 
P03  [talks over K] Yeah, I took it around…erm, with me…that Virgin train I travelled…took it 
  when I came off the, the erm, train [laughs]…I went up [mumbles something whilst 
  laughing]…but erm, yeah I did walk with it sometimes, sometimes I did, yeah 
K  That’s great…now you asked for an Apple Store voucher, so here it is 
P03  I need a printer, I need a printer! [laughs]...erm, the printer I have at the moment, it’s 
  past its time…and it’s not compatible with my Mac computer it’s compatible with my 
  PC…it would not print but it scans, so I really need, I really need to find something that’s 
  compatible with both PC, and a Mac 
K  Well here is £50 towards it 
P03  [excitedly] Thank you! 
K  Thank you very much, you’ve been a real help to the research 
P03  Really…this, it was, well, enjoyable…it wasn’t like [fed up voice] oh yeah…it wasn’t like, it 
  didn’t come across as a favour, it didn’t come across as oh yeah I promised, it 
  was…[stresses word] REALLY…exciting, I must admit…with the camera [laughs]…it was just 
  excited, I was really interested in it [laughs]…probably if I‘d had more time probably I 
  would have, probably would have over done it, or run out of erm…picture… 
K  Picture paper 
P03  [laughs] Yeah 
K  So thank you very much for coming in ad showing me the trainers, I’m glad that he liked 
  them 
P03  He did, he did 
K  Did you get the shoe bag with it? [P03 is packing the trainers into a shoe bag] 
P03  No no no no…this is my own shoe bag, yes…I keep shoe bags…I keep…boxes [laughs] 
K  [laughs] I know what it’s like. So thank you very much, I really appreciate it 
P03  You’re very welcome 
K  [as P03 is packing up her stuff] How’s all your work going? 
P03  [sigh] Good…I have my, erm, my school to observe next Wednesday, so…mmm, I’m 
  looking forward to that. I have my report, that’s going fine, I mean I got the erm…the 
  prototype, which I’m testing out in a school now, so that bit is fine…the report, erm…I’ve 
  got to, like, start on that immediately, cos it’s due on the 15th…erm, it’s enjoyable…I think 
  it’s just design isn’t it, I really like the…design aspect of it, like looking at things and, and 
  trying to come up with something different…or trying to redesign something, I’ll look at 
  stuff and look at it critically…and I think I’m becoming…becoming a bit of a pain, because I 
  look at it and really look for the faults 
K  [laughs] 
P03  I’m going to look at think how can I design it better…and I’m going to look, I even look at 
  tickets now, the kiosks in 
K  Yes 
P03  And would literally go and go yeah this is nice, and the one at mine, the one where I buy 
  my ticket, that one is really clear…and it’s like yeah, this is really straight forward…and it’s 
  just brought me to this [laughs] I was never like this… 
K  You’ll never forget it now 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P03  Yeah, I was never like that before...now you just look at something and you think I yeah, 
  this is really frustrating, how could I change that 
K  [laughs] It gets to the point where it becomes quite hard to buy things because you’re so 
  critical in the shops 
P03  [squeals and laughs]…and I meant to take pictures of shoes as well, erm, then I forgot to 
  take them to be quite honest, yeah, yeah yeah, it was a very nice experience 
K  I’m glad, I’m glad it wasn’t a trial for you 
P03  No no, it wasn’t, it wasn’t, it was very different, erm…I would do it again, it’s something, 
  exciting 
K  Thank you very much, it was really nice to meet you 
P03  It was nice to meet you too, and good luck 
K  Thank you, and good luck with your course 
P03  Yes thanks, I’ll need that, but I’m really enjoying it. Take care, thank you 
K  Bye 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P04 
Probe activity data 
Transcript of voice recorder data within the probe kit 
 
Transcript completed by Kate Herd.  
15 separate recordings taken from an Olympus VN‐2100PC voice recorder.     
 
(…indicates a pause in the conversation) 
 
 
23.04.09  09:18  Length:  
“So…I’m on the Timbuk2 website…am going to try and design and build my own bag…er…so I click 
on the build your own bag tab…and then just wait for it all to load up…er, I’ve been on here 
before, erm…I was, I was looking at what I might be able to get as a present…and I’ve, I’ve got a 
couple of different options…I’ve chosen a, a kind of small, er, over the shoulder bag for my, for my 
girlfriend…erm…it gives me the size and dimensions and stuff…so…[mumbles] that…I can see the 
bag…the er…colour palette…so I can have a flick through…er…clicking on some, on some different 
colours…it’s quite cool [sound of keyboard keys being pressed], you get an instant representation 
of what the bag will look like, and you can flick through a couple of different images, so you can 
kind of get a feel of what it might be when it arrives in the post…as long as it does actually look 
like that when it gets here [laughs]…erm…so…I think I’m going to choose…there’s quite a bright 
pink…and that’s one of my girlfriends favourite colours…er…I can customise the front of the bag, 
and also these bits on the side as well…so…yeah…I think I’ll choose a silver…and a grey…for that 
bit…there’s only a few choices on the side panels…don’t really know why you’re only limited to a 
few choices…it would be quite cool if you could have the same options that you have on the front 
panel…but erm…anyway, I think pink and grey looks…cool…[surprised tone] oh you can have a 
look inside it as well, that’s good…you can see it’s got space for a mobile phone, ipod and that 
kind of stuff…that should be all good…so…erm…I’ll click no the next step…erm…oh and I can 
choose the colour…the colour of the liner inside…erm…[sound of keyboard keys being 
pressed]…erm…yeah cool, so I’m just going with grey, nothing too fancy inside as no one is really 
going to see it…but it’s the same colours as the sides anyway…erm…and then I can choose a logo 
as well…now…[sound of keyboard keys being pressed]…there’s no grey to match the sides and the 
inside…but there is a kind of silvery colour…which looks quite…cool…er…I think she’ll 
probably…she’ll probably quite like that…mmm there’s beige as well that could work for the side 
panels, but I think…I think I’ll stick with the grey, it makes it…it makes it…better…erm…[sound of 
keyboard keys being pressed]…and then there’s an option for a central divider for an extra 
$10…but there’s no…I can’t tell what it would look like with or without a centre divider…I kind of 
presume the picture on the website is…erm…with a centre divider…oh…you’ve got a detailed 
summary, but that doesn’t…that just tells you that you’ve included it or you haven’t included 
it…the one in the picture seems to have this divider thing in the bag…so…I think that’s it…it would 
be quite cool if it did come with that…so…as it’s only an extra $10 I’ll, I’ll stick that in as 
well…erm…[sound of keyboard keys being pressed]…cool, so I’ve got the pink bag with grey, grey 
sides…a kind of erm, silvery grey logo…and this divider bit where you can pop your mobile 
phone…and other bits and pieces…so I think that will be…that will be quite cool…er…right…and 
then, then the next step I’ve gotta…two way easy access gadget storage…mmm…it looks kind of 
like a mobile phone holder or something…er, I don’t really need that as I’ve got one inside the bag 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anyway…so, I won’t bother including that bit…erm…ok, just clicking through to double check that 
everything looks like, looks like I want it to look like…and erm, yes, I think basically I’m done 
now…so it’s showing me that I’ve got my…my bag with the er, the nylon hot pink main panel…and 
er, a nylon silver side panels, it’s got a grey liner, a silver logo and a centre divider…I can edit these 
options…but I don’t really want to…so erm…I think I just…just go onto the checkout…it’s just 
loading up now…I think it comes from, well, I presume it comes from America anyway…I’ll 
probably have to pay a bit more for shipping…but…still…as long as it looks like that when it gets 
here that should be cool…so I have to go through and I…[sound of keyboard keys being 
pressed]…put…it…my…details…[sound of keyboard keys being pressed]…which are…[sound of 
keyboard keys being pressed]…I’m just doing now…[sound of keyboard keys being 
pressed]…er……[sound of keyboard keys being pressed]…United Kingdom…my billing 
address…contact info…[sound of keyboard keys being pressed]…I’ll take myself off the mailing list 
as I don’t want to get loads of crap emails…[sound of keyboard keys being pressed]…erm…ah a 
gift message…oh so that could be quite cool, so I can put a little message on there and hopefully 
they’ll print it on a tag or something I presume…so I can type in a little happy birthday message to 
my girlfriend…[sound of keyboard keys being pressed]…ok so that’s that done…it gives me the 
option to get some gift vouchers, but…I can’t really be bothered with gift vouchers…erm…yeah 
I’m not too sure how the gift message is going to come out, you can’t really…er…you can’t really 
see how it is going to come out…hopefully…it’ll look cool…so click continue, and go through to the 
next bit…right I’ve only got one…shipping…method…[long pause] which is International 
express…erm…and it…it says it’s shipped…shipped from their warehouse in 1‐2 business 
days…and then takes 2 days to turn up, I think…I think that’s what it’s saying anyway, so…it’s a bit 
hard to completely…understand…it…but…anyway, that should mean it should get here…sort of, 
on Monday, so, let’s continue with that…and I’ve got to put in my card details…[rustling sounds] 
er right…[sound of keyboard keys being pressed]…er…[sound of keyboard keys being pressed]…it 
shows me a little picture of the bag any everything, so, fingers crossed that when I fork out for 
this it should arrive looking like that…mmm…oh, now…bugger…it doesn’t take Maestro card 
details…so…I might have to try…another card…I don’t know why it doesn’t take Maestro, 
most…most of them do…[sound of keyboard keys being pressed]…er……[sound of keyboard keys 
being pressed]…ok…so…hopefully this card should work, let’s see…ah, but, on this card there is a 
different billing address…so I’m going to have to go back…to erm…ah, there’s no way to get back, 
bugger…er…how am I gonna, how am I gonna get back to do this?...right, I’ll just, I’ll just…there’s 
no easy way to get back…that’s a bit of a pain in the arse…oh ok, so back here, back there…there’s 
no easy back button so I have to keep hitting resend…I hope this means I’m not going to end up 
with about four bags…I can’t really afford four bags, but…anyway, that would keep my girlfriend 
going for a couple of years in presents…erm…anyway, that hasn’t really worked either…I’ll just go 
to my shopping cart and try the whole process again, so click on the checkout…ah right, billing 
address, here we go…so I can now change this…[sound of keyboard keys being 
pressed]…er…typing the other address where the other card is registered…[sound of keyboard 
keys being pressed]…probably my fault, nothing like cards not registered at the same address…so 
I don’t want to get it shipped to my billing address, I want to get it shipped to…[sound of keyboard 
keys being pressed]…er, but maybe I could get it shipped to my billing address and then my 
girlfriend wouldn’t see it, see the package…mmm…ok, yeah, let’s do that, it could be better…so 
the message is still there…so if I continue with that…then…International express…post in 2 
days…continue…now, let’s type in the card details again…[sound of keyboard keys being 
pressed]…[starts to say numbers] better not read that card number out too loud…ok, so, press 
continue there…so, it’s got the right billing address this time…shipping address is there…I’ve got 
the message…so I can verify it, but there’s no way to go and answer anything…anyway, I think it 
should be good, so fingers crossed…I’ll click Place My Order…ok…and it says here…thank 
you…your order number is this…place the order…erm…just going into my email to see if I have 
actually...received a confirmation email…er…it doesn’t kind of, it doesn’t give you any estimated 
delivery date…which…would be quite good [sound of email received on the computer]…now that 
 513 
right there is the sound of me receiving an email from Timuk2 customer service…thanks for your 
order…ok cool, thanks for picking us, your new bag is going to rock. Here is your order 
summary…erm…so, it gives me some, some stuff about…let me actually read the 
order…er…cancellation is not really possible, but…it should be all good anyway…it gives me the 
order number…it gives me a summary of whose paid…it tells me what I’m getting, which is the 
er…a bag with the pink main bits, the grey side bits, the grey liner, the silver logo and the central 
bit…it tells me how much it’s cost me…right, now, when my order ships, this is the stuff that I 
really want to know…your order is being sent to the warehouse right now, orders are fulfilled and 
out of the building in up to 3 business days…mmm 3 business days is not actually what they said 
on the website, it said 1‐2 business days…apparently it depends on home many orders are in line 
in front of mine…erm…so it says it should ship within 1‐2 business days…ah then, at the bottom 
here…It says International orders are shipped via UPS International, it averages between 3‐5 
business days for delivery…[tuts]…and it also down here tells me that I may get charged extra VAT 
on delivery of the product…which…they didn’t really make very clear on the website to be honest, 
but…still, I’m sure I er…I’m sure it’ll be ok. So it appears that the order time, I thought it was going 
to be 1‐2 days er from when they received the order, to when they shipped it, then another 2 
days once they’ve shipped it, so it would be a maximum of 4 days…but here it’s telling me it could 
be a maximum of 7 days…which is not really ideal, but…anyway, my girlfriends birthday isn’t till 
June, so erm, so it should be ok…so I think that’s all the correspondence I have right now, so we’ll 
leave it there for the moment…and just keep our fingers crossed” 
 
28.04.09  13:43  Length:  
“[music playing in the background] So today is Tuesday the 28th…er…I had an email from them 
that I missed, because it went into my junk mail folder…from erm, UPS on behalf of Timbuk, to say 
that my, erm, package had been, erm, er…er…has been dispatched from Timbuk, but they 
couldn’t tell me whether or not…it had been…erm…you know, erm, given to UPS…but…anyway, as 
I only found out today…er, I’ve just spoken to my, my dad at home, and he has taken delivery of a 
package for me…but he had to pay an extra 26 quid for import tax and some other VAT or 
something like that, which I, er, I wasn’t expecting any import tax, or, I was just potentially 
expecting VAT, but…I thought that would have been shown on the website, so, that was a bit 
disappointing to fork out an extra 26 quid for it, but…I am quite excited that my bag is at 
home…so I’ll be…erm…be going over later today, to collect it, and let you know what I think…So 
we’ll find out then. Ok, cheers” 
 
26.03.09  10:39  Length:  
“OK, so I’ve finally been able to go and get my bag…it was at my parents house, but…it’s been a 
good few weeks before I’ve managed to get my hands on it…I’ve been too busy…and eventually 
they dropped it over, when was it…not last week, but half way through the week before…but I 
was away then, my girlfriend has been…been off on half term, so I’ve not been able to open it the 
last week…er, finally she’s gone back to school today, she had a day off yesterday, so…I can 
actually get my hands on it and open it up…so I’m feeling quite excited, it’s been quite a 
wait…erm…and yeah, it’ll be interesting to see what’s inside the package…but I’m going to 
photograph it and everything as I go…[rustling sounds]…but yeah, it looks…it looks all good…it 
looks a bit smaller than I was hoping [rustling sounds] but quite cool…[rustling sounds] here’s the 
bag [rustling sounds]..oh it’s looking cool [rustling sounds]…oh yeah, brilliant…it’s erm…it’s yeah, 
I’ll take a photo now…it’s really nice, it looks really good quality…oh…yeah it looks lovely…it feels 
really well made…and the colour is spot on to what I was expecting from the website and stuff…it 
looks, so…let’s have a look [rustling sounds] inside…oh yeah, excellent…yeah, so , oh cool…all 
these little…pouches for…your mobile phone, or your ipod, and little bits for money and 
cards…she loves this kind of thing…so she can lose loads of stuff in these kind of pockets…so this 
should be absolutely ideal for her…oh…oh yeah, cool, there’s kind of like a hidden pocket thing at 
the front as well, cool…so she’s going to lose loads of stuff in here…oh and it’s got a clip thing 
 514 
there…oh, this is really good…oh an this must be the…middle pouch bit…[rustling sounds] …no, 
well, I was expecting a bit more from the pouch, with the way they sold it on the website, but still, 
it looks really good…really…really nice, really good quality…erm…yeah, let’s take some 
more…some more photos…yeah…it does look, very nice…[rustling sounds]…Mm I’m not sure 
photographing the inside of it is actually gonna…gonna work, but, there we go…[rustling 
sounds]…yeah it’s really nice inside where it’s got all of these…all of these different pouches and 
pockets and stuff, it’s er…it does look really really good, and the quality feels really really 
good…which is excellent…so yeah, exciting stuff, well worth the wait I think…hopefully my 
girlfriend will be just as pleased with it when she…she gets her hands on it…which is not too long, 
not too far away now…yeah, it’s good, the colours are, exactly what I was expecting, which is 
good, because I was a bit…a bit dubious initially about whether the colours would…would come 
out, and how accurately they’d be…but, actually it’s a very good representation of what it, what 
you see online…so, yeah it’s er…all in all a happy customer I think…[long pause]…yeah good stuff, 
so…my mum and dad were quite excited about looking at the package, but, unfortunately I wasn’t 
here when they dropped it round, a week and a half ago, so they never actually got to see it, so I’ll 
have to…try and sneak it round to show them…erm, and let them see what they think about it as 
well…cos they obviously had it for [laughs] about 3 or 4 weeks…before I, before I ever saw the 
final article…erm, but that’s about that for now, so I’ll try and print out the photos that I’ve just 
taken of it…and erm…yeah basically I’m all happy with it, so it’s all good”        
 
 515 
Transcript of written comments 
 
 
DESCRIBE IT: 
Why design it today? 
Because I finally got paid!! 
 
Describe your day so far in 20 words or less… 
Excellent. The sun is shining, I’ve been to the gym and my work is going well 
 
The thing you’re most looking forward to is… 
Seeing my girlfriends face when she opens her present that has been designed by me specifically for her 
 
You’re buying it for… 
My girlfriend 
 
What I think the experience will be like… (between now and when it arrives) 
Exciting and also a feeling of slight apprehension as I hope it looks like I want it to! 
 
I think it will arrive on… 
Initially I thought it would arrive on Monday or Tuesday next week (27th‐28th April) but now after 
processing the order I think it will arrive on Friday 1st May   
 
23.04.09  A bit disappointed that the delivery time on the website was different to the confirmation 
    email. Still excited though!! 
26.04.09  Feeling a bit hungover today so not too motivated about anything 
27.04.09  Haven’t heard anything yet! 
28.04.09  Found an email in junk folder from Friday with dispatch details. Spoke to my dad today  
    who had to pay £26 for the delivery of my bag! Wasn’t expecting that but excited! 
21.05.09  So happy it’s finally time to open it and reveal my customised bag! Yeah!! 
04.06.09  I’m looking forward to giving the bag to my girlfriend in a couple of weeks 
05.06.09  I’m having to hide the bag so my girlfriend can’t find it whilst I’m away which makes me  
    feel happy about designing it and giving it as a present 
 
Task Cards 
Describe it – what makes me different: 
Many things! Some would say: 
Stubborness, always has to be right and always wants to be involved 
Others would say: 
Loves life, keen eye for detail, adventurous and good fun! 
[date: 24.04.09] 
 
Describe it – your most frustrating experience… 
Trying to program this arduino in a rubbish language that I don’t understand…AAAHHH!! 
Your best experience… 
Swimming with 6m whale sharks off the coast of Western Australia 
[date 09.04.09] 
 
Describe it – people customise things because… 
They want to have a unique product that they think no one else will have. This will make them feel special  
[date: 23.04.09] 
 
Describe it – a brand that stands out from the crowd… 
 516 
Apple. Seem to be able to design, package & market products that look cool & sell well (even if they don’t 
actually work very well or function that well) 
[date: 28.04.09] 
 
List it – choose five words to describe the company you’re buying you’re buying your customised product 
from 
1. Original 
2. Urban 
3. Individual 
4. Cool 
5. Funky 
[date: 25.04.09] 
 
Describe it – the best present I ever received was… 
My round the world ticket when I was 18 
Because… 
It allowed me to travel the world, meet loads of cool people, have some amazing experiences and generally 
a life changing time 
 [date: 26.04.09] 
 
Draw it – something I have customised or would like to customise… 
[drawing of a pair of glasses] 
[date: 19.04.09] 
 
Draw it – a map of my life 
Add scan here 
 
 
Postcard Stickers 
Capture it – something that inspires me:   
My new Timbuk2 bag!! 
Date/product purchased:  
23rd April 
[postmark: not posted] 
 
Capture it – Something I like: 
My ipod case 
List it – her are five random facts about me 
1. I can juggle 
2. I love cooking 
3. I hate spiders 
4. I’m a closet Take That fan – shhh!! 
5. I’m doing the London‐Brighton cycle ride – ahhh! 
 [postmark: not posted] 
 
Capture it – My favourite product: 
[photograph of Wii fit board] My Nintendo Wii & Wii fit board 
List it – here are my five favourite websites: 
1. www.bbc.co.uk – news & info 
2. Flickr 
3. Facebook 
4. Itsgamertime.com/linerunner.php 
5. flashforwardconference.com 
 [postmark: not posted] 
 
Capture it – something frustrating: 
 517 
Describe it – my pet hate: 
missing 
 
 
WOOHOO ‘it’s arrived’ 
Favourite moment: 
Finally getting the parcel open away from my girlfriend & seeing the bag I had designed weeks ago for her! 
Funniest moment: 
Having the parcel delivered by my mum & dad only to find I was away & my girlfriend was off school for half 
term 
Most interesting moment: 
Opening the parcel to see that the initial colours were exactly the same as online when I designed it 
Worst moment: 
Same as the funniest! 
Moment that exceeded expectations: 
The quality of the overall product is exceptional. It feels really sturdy & the stitching looks very durable 
Bit that made me smile: 
Finding all the hidden little pockets in the bag that I never knew were there. My girlfriend will absolutely 
love it! 
Most frustrating moment: 
Same as funniest & worst 
Anything that was not as you expected: 
I’m still not sure what the middle inlay bit is that cost me $10 
The one thing I would change about the product: 
Maybe add a padded shoulder strap, but generally it is pretty much perfect! 
The one thing I would change about the experience: 
I would have it delivered to my flat so I could have seen it sooner. It was frustrating knowing it had been 
delivered & not having time to open it 
The thing I’ll tell people about: 
How cool it is to be able to design your own bag online & have it exactly as you specified. Also the overall 
quality is excellent. 
 518 
Transcript of post‐probe interview 
 
Transcript completed by Kate Herd. Recording taken from an Olympus VN‐2100PC voice recorder. 
Interview date: 07.07.09 
Interview location: University library, Middlesex University, Hendon campus 
 
P01 brought the bag with him to the interview.  
 
(…indicates a pause in the conversation) 
 
K  Hi how are you? 
P04  I’m good thanks, I’ve just come back from a stag weekend 
K  Where did you go, anywhere nice? 
P04  It was in Gallway in the West coast of Ireland. I had to organise it all because I was the 
  best man as well…but yeah, the weather was considerably better than we thought, we 
  only had about 20 minutes of rain, so it was really really good. We went surfing on the 
  Friday, so not particularly stag stuff, but it was still a really good laugh, and then on the 
  Saturday we played golf for about four hours, which after the Friday night, was quite 
  painful [laughs]. Yeah it was a good laugh 
K  Good. So, what I want to do is to talk through the probe, and basically talk through the 
  experience, I know it’s a while ago now, and to talk about what happened, how you felt, 
  things that you liked, things that went well, what you thought of the product what your 
  responses were, things like that 
P04  Yep 
K  So. Thank you very much for doing the probe, I really appreciate it 
P04  That’s ok, I apologise that it had to drag on [laughing] 
K  [laughing] that’s fine. Most of them have been. They’re a funny thing to try and work with, 
  and part of the project is not only about mass customisation, but is about looking at how 
  the probes work 
P04  Right 
K  And how you can design probes that people actually want to engage with. So this is the 
  second version, as people respond to different parts in different ways, so it’s about 
  getting feedback on that as well as your purchase 
P04  Right 
K  So can you tell me a little bit about yourself to start with, I know a little from the probe 
P04  Erm, well…I guess I’m quite outgoing, and I love trying new things. I really love travelling, 
  erm…and I guess that’s part of being a bit, outgoing, and wanting to try different things 
  and experience different things, but…I’m always up for something new, erm…and yeah, 
  like I enjoy kind of like designing stuff, and…music, and those kind of things, erm 
K  Sorry that was a tough question to start with [laughing] 
P04  [laughing] yeah 
K  had you ever heard of Timbuk2 before this project? 
P04  No…and that was one of the bits that I really enjoyed, was the kind of looking at the 
  different companies…and seeing what they had to offer…and because I…worked in web 
  design…I was quite keen just to get online…and see…how these things were working 
K  Yeah  
P04  I’d seen the Nike and the PUMA things before…and initially I thought that’s what I would 
  go for…erm…but then…when I started seeing the bag thing, er, to be honest I quite often 
  go onto the websites, because I liked looking at the icons and clicking on things, even 
  though you don’t know where you’re going to go, I quite liked all that exploration on the 
  websites 
 519 
K  yes 
P04  Erm, and yeah, I spent quite a lot of time just mucking around with different 
  combinations…erm, some [laughs] which proved wildly expensive for not much return 
K  [laughs] 
P04  And, er, others where you could seem to get some quite nice effects for relatively cheap, 
  and I was quite interested to see, how close to your original design it would come 
  out…because a lot of the colours and the photos it would seem…and I know from 
  designing website before…that you kind of…you do it to make it look good, and it might 
  not look, not be necessarily be a 100% representation…erm, and because you have to tick 
  this box that says you’re not allowed any refund of any kind…I was just thinking well, what 
  am I letting myself in for here [laughs] 
K  [laughs]. It’s not a great selling point when you see that early on 
P04  [laughs] yeah exactly. But I’d never heard of Timbuk2 until… 
K  Had you seen, er, the Nike and the PUMA in store as well as online? 
P04  Er…yeah, I hadn’t seen the Nike one in‐store, but I’ve been up to the Carnaby Street, the 
  PUMA…place…and it was quite a few, well, maybe…three years ago, when they’d just 
  started doing it 
K  Yeah 
P04  Customising stuff then, so I’d seen it…from afar, so yeah I hadn’t gone up and spoken to 
  anyone about it, or seen anyone go through the process, but I’d seen where you could 
  design your own trainers in their store…and I’d seen some of the websites as well 
K  I noticed on your dictophone you said that the bag was exactly as you 
P04  Yeah it was…, yeah, I was surprised, really surprised…the only thing I was unsure 
  about…was the…middle section where I…it was $10…in the bag…where, shall I get it out 
  now? 
K  Yes, please  
P04  [lots of rustling sounds]…in the bag they have, erm…well, it’s kind of two internal 
  pockets…so theres, there’s this one that has, all these little pockets 
K  Right 
P04   Er, where you can hide and lose all sorts of cards and stuff…and then there’s this one 
  which is just…a single 
K  So that’s the bit you paid for 
P04  I think that might be…it doesn’t seem much for $10 [laughs]…yeah, er, but it wasn’t clear 
  on the website, whether or not you got this, or this, or what you were paying 
  for…erm…but the website was very good, it gave you all the angles from inside and 
  out…erm…you could kind of spin round a little bit…so I’ve got, it looks quite simple, you 
  know it doesn’t look particularly customised, just a nice pink and grey bag…but you, you 
  can, do all sorts of stuff…and you can change the materials [mumbles] 
K  Do you think this is harder to do this as a present for someone else rather than doing it 
  for yourself? 
P04  …its…for me it’s probably easier…erm…because it’s for my girlfriend…and we’ve been 
  together for a long time…and I kind of, well, I like to think that I know her quite well 
  [laughs] 
K  [laughs] 
P04  Well I think I do…[laughs]…but with, so with her I kind of think, ok…I’m pretty sure she’s 
  going to like it…whereas if it’s something for, I could spend…weeks on it…because I would 
  want to try all these little combinations of stuff…erm, and I would want to…to make sure 
  that it’s exactly exactly right…you know what it’s like when you do this sort of task that’s 
  on a website 
K  Yeah 
P04  Erm…and in fact that’s probably something about me that, that is a bit of a pain in the 
  arse sometimes, I’m a bit of a perfectionist [laughs] 
 520 
K  Which is not necessarily good for customising products online [laughs]  
P04  No, exactly, exactly. I think that’s why if I do it for someone else, I can kind of be confident 
  that I can have a pretty good stab at what I think…if it was for me I could have spent a lot 
  longer…I was going to get trainers for me but that [laughs] yeah [laughs] 
K  [laughs] 
P04  You’d have to speak to me at the start of a four year PhD to get anything back at the end 
  of it 
K  [laughs] 
P04  So I think it was good that I chose to do it for someone else 
K  And do you think that she appreciated it more, was she aware that you customised it for 
  her? 
P04  Er…she, she was…and…I, I told her that...after she’d seen it 
K  Ok 
P04  So, she saw it…and then, oh actually, it was quite funny the way I gave it to her, because 
  she wasn’t expecting me in it at the time…and I wasn’t expecting to be back in time…so I 
  didn’t know if I would be able to give it to her in person…so as it happens I was able to…so 
  it was in our wardrobe at home, in our flat, so I kind of hid it, so she was on her mobile 
  phone, and I was on skype, and I kind of had to direct her through the house to get it…it 
  turned out really well, because it kind of adds an element of surprise to it, and then she 
  found it and it wasn’t wrapped, and it was in the kind of white packaging that I got it in 
  from Timbuk2…and she opened it up and…I could kind of hear her response over the 
  phone…erm, which, I couldn’t see her face, I don’t know if that was a good thing or a bad 
  thing [laughs]…she seemed really happy with it, and then I kind of explained that oh yeah, 
  I found this website, and then designed it for you, and then she kind of…I think that made 
  her…sort of like it more, you know, she got more into it…erm..so, yeah, I think she really 
  liked the fact that…the idea that no one else could have a, or that she couldn’t walk into a 
  shop and pick it off the shelf…erm…and the fact that she was actually wearing pink and 
  grey [laughs] 
K  [laughs] 
P04  On the day that she was [laughs] 
K  A great coincidence 
P04  Yeah, it was kind of funny…on top…erm…I think if I would have, if I would have gone 
  down the more customised route…where you could say have three different stripes of 
  colour…and kind of a bit more, er, you know uniqueness, I would have been more worried 
  about whether or not she would have, was going to really like it. So I kind of…by stepping 
  back from the customisation and making it a bit more generic…I was kind of playing on 
  the safer side of it…erm…but no, she was, she was really happy with it…and really happy 
  with it as well that I…you know, spent the time…designing it 
K  Did you find that you told people about it once you’d designed it 
P04  Yeah, I mean I spoke to my erm, my mum and dad about it quite a lot, and my 
  brother…erm, my dad in particular because he…is quite keen on all this kind of, erm, this 
  technology stuff, erm…and I, er, I spoke to a few of my friends about it…erm…but, quite a 
  few of them are not really that way, not that way inclined basically…and the idea of sitting 
  on a website…to design their own…shoes, or bags or whatever…doesn’t really 
  appeal…erm, my brother thought it was quite cool, because…he instantly thought ooo I 
  could make my own record bag…cos he does his DJing and has a lot of records…erm…he 
  was really liking the idea of doing that…but a lot of my friends…well, the ones that I spoke 
  to about it…were just kind of like…what would I do that for, when I can just walk into a 
  shop and pick up a pair…erm…so I think it’s…either it’s because I like that sort of 
  thing…and design kind of…excites me…so that’s why I would kind of…do it…but…I’m, I 
  think my girlfriend probably would, or her friends would quite certainly like 
  that…erm…especially the bags, because with her and her friends, the bags are quite, well, 
 521 
  they’d be like, well my girlfriends was asking me about the other one, I can’t remember 
  the name but they use truck tarpaulins 
K  Yes…FREITAG 
P04  [laughs] you must have done a lot of customising 
K  [laughs] yes 
P04  Yeah…but they’re really quite keen on that…they seem to enjoy it, I don’t know if it’s a 
  gender specific thing…but the erm, her and her friends…seemed more keen…yeah, so I 
  don’t know if it’s a gender thing 
K  Yeah, I don’t know either, it’s an interesting thought. It’s interesting to think how the 
  branding comes into it, because lots of people don’t know about these companies in this 
  country, so there’s not much connection to the brand. Once you’ve bought something 
  you start to recognise the products when you see them around 
P04  Cos initially when I saw PUMA, I sort of took a beeline for them, because I sort of thought 
  that I recognise them, I know them, and it was only through exploring the websites, and I 
  hadn’t heard of any of the others…erm…and initially I kind of…well, actually no, saying 
  that…I didn’t think anything initially, but my kind of brand awareness…erm…just became 
  non‐existent really…I don’t know why, I guess I’m not particularly a brand orientated 
  person, like a have to have an Apple, or I have to have something that, you know, 
  something like that. It’s generally that if you know, I like something and it looks good, 
  then I’ll go for it…erm…but it was Nike and PUMA that was doing it initially, but when I 
  started looking at these other things, they were really cool as well…and that’s where I 
  spent more time, seeing how customisable and for me, how engaging the website was, 
  and how it would give me a representation of the product…but then I wasn’t worried 
  about what brand I had attached to it 
K  Did you see on Timbuk2 that they connect to Flickr? 
P04  I didn’t actually, no 
K  They seem to have quite a social community around the website. People tag pictures of 
  what they’ve got in their Timbuk2 bags and they appear on the website, so you can access 
  them and see what people are doing with their bags. It’s an interesting cross over of 
  websites 
P04  Yeah, I hadn’t seen that. My kind of interest in Flickr really came about through the 
  project that I’ve done previously [at university]…erm, it was just, when I started…it was 
  about travel photos basically and how people tag them. And then I became quite 
  interested in Flickr, as much for the website as for the ways that you can use the 
  information on the website…you don’t have to necessarily be on Flickrs website to get the 
  information…and kind of get access to it 
K  As someone who knows stuff about websites  
P04  [laughs] 
K  [laughs] probably more than the average user buying something on them, you were 
  saying it’s quite easy to navigate to customise the bags. Is there anything on the website 
  that jumped out at you as being good or bad? 
P04  Erm…I’m just trying to…remember 
K  Unfortunately we don’t have access to the internet here 
P04  I think the…the Timbuk2 one…it seemed…it seemed to work pretty well…you know, it was 
  quite obvious you know, you’ve done this step, now you do this step…erm, it was like I say  
  you’ve got pictures of…all the different angles, and as you change stuff…it updates very 
  quickly…but the stuff for the internal pockets, you know…is slightly confusing…er…and it, 
  you know, when you click that box for the pocket in the middle, nothing seemed to 
  change…there was no way of getting information about what that might be…but I 
  remember the…the other one…I got a bit annoyed about that in the end, because, I don’t 
  know if it was my connection, but it…really took forever…and it was a bit, to have these 
  kind of templates that you could move around on a tarpaulin…and erm…I was a bit, I was 
 522 
  never too sure…exactly what was going on and what it was going to look like, more 
  because erm, I didn’t, I didn’t…complete the process, because I just got frustrated before I 
  got to complete the process…erm, but this one it was easy to complete the process…and 
  to see kind of, pretty much what you were going to get 
K  Yes…So you didn’t feel you needed to read any instructions or any of the other 
  information? 
P04  No…I am one of these people that, I think, I must admit, that don’t read instructions 
  [laughs] 
K  [laughs] I think that if you’re on the internet you shouldn’t feel like you have to read the 
  manual 
P04  Yeah, and if I can see stuff…and I get a bit of feedback when I drag and drop stuff, or I just 
  click on a colour palette and stuff changes…then that’s…I’d rather do that…erm, and with 
  the FREITAG one I think, they had a big…right, this is how you use it…this is step one, and 
  this is step two…er, I mean obviously I have got time for that, but I haven’t got time to sit 
  there and look at that, I’d much rather be playing with cool stuff, and that was one of the 
  things on the PUMA one that was quite cool…you could, it was quite a complicated 
  process, there was a lot of individual sections that you could customise, the laces, the 
  print on the tongue, or the stitching on the sole…but because it was presented to you in 
  such a way that you could just, the next step the next step the next step, I was more than 
  happy to just sit there and do it 
K  Yes 
P04  Yeah 
K  It said in your diary that it arrived later than you expected? 
P04  Yeah 
K  Did the website give you some kind of indication of how long it was, and that was why 
  you got the date in your mind? 
P04  Yeah I think…again it might have been because I didn’t read…I think it’s because I 
  probably didn’t read all of the small print, as much as I could have done, but I thought I’d 
  seen, erm…that delivery was 2‐3 business days from when you processed the order, erm, 
  so I was kind of expecting it, I think I did it on the Tuesday and I was expecting to have it 
  by the end of the week…but as it was I think they send you confirmation within 2‐3 days, 
  and then there was kind of a week, er, 7‐10 days delivery time…but…you had to hunt 
  around to get that information, in the email that the sent you with confirmation of your 
  order, then they said somewhere down at the bottom, you’ll get it within 7‐10 days…erm, 
  but I only found that out once it hadn’t turned up, and I was like where’s my bag? So I 
  went back on, and then I read it 
K  Yes, you said that the email went into the junk folder in your email 
P04  …yeah…and…maybe that’s why I wasn’t quite aware of it…the hunting for that 
  email…yeah…I was kind of expecting it to be there and it wasn’t 
K  Yeah 
P04  It was only through a bit of further reading, and the junk mail stuff that I realise, oh, so, 
  this is what I was going to happen…erm, and also on…related to that as well, there was 
  this…they charged you, kind of this import tax…and these other delivery charges…well, to 
  me, it wasn’t made explicitly clear, erm, and it was my dad that signed for it in the end 
  anyway [laughs] 
K  [laughs] 
P04  [laughs] well I did pay him back for it…again, I just wasn’t expecting any of that…erm…but 
  it didn’t sour the experience, erm I don’t know if this is what you 
K  Yes, anything to do with how you feel is interesting 
P04  Yeah, it didn’t sour the experience…but it did just make me think, oh I wish that could 
  have been made a little bit clearer…so I really enjoyed the whole designing it, customising 
  it, ordering it, and the idea that I would be able to see the results in about 3 days, kind of, 
 523 
  really appealed…and then when I didn’t see the results in 3 days, and it turned out it was 
  going to take maybe 7‐10 days 
K  Yeah 
P04  And then I was gonna, and then when it did arrive, I got a phone call telling me it cost like 
  an extra £25 or something…all that kind of made me think [sighs], you know…I just want a 
  nice bag for my girlfriend that I’ve designed… 
K  What was the communication like in terms of the emails, do you remember? 
P04  Yeah, well…I had one when I er, I had one initially when I think I’d done the order…and 
  that came through, pretty much straight away…I think I wrote that one in the diary. And 
  then I had the one that went into the junk mail, about it having been dispatched or 
  something like that…erm…and that was pretty much the only, communication that 
  happened…I did have another email, maybe 2 weeks after I got the bag, erm…it did ask 
  me how was the experience, what did you think of your product, but…by then I still hadn’t 
  seen it, because it was at my mum and dads place, erm, so much got in my way so I 
  couldn’t get to that bag basically [laughs]…so I just, I just kind of ignored that email…erm, 
  but I was expecting, I don’t know why, I expected that the company would tell you that 
  they’d ordered it, tell you that they’d made it, tell you that they’d dispatched it, and 
  maybe ask for some feedback or not…but I was kind of, expecting a bit more 
  communication, erm…but I don’t know why I had that in my head, I guess, I was just kind 
  of thinking it would be more, present 
K  Yeah, I think I had the same thought over my purchases, you would imagine the building 
  of anticipation of some kind, because you’ve got this key stage of the experience waiting 
  for the bag, which is a part of the whole experience 
P04  Yeah, exactly, yeah, ‘cos I was…up until I realised it wasn’t going to be delivered on time…I 
  was kind of everyday thinking, brilliant, when am I going to see it…and then, when you 
  finally realise that you’re not going to, you’re not going to see what you thought, you kind 
  of…step back from that, and almost detach yourself, and almost think, right I can’t be 
  bothered to get excited until…I know it’s going to turn up 
K  Did you get an email…was it UPS that it comes from? 
P04  It was UPS yeah 
K  Did you follow any of the tracking info once you knew it had been dispatched? 
P04  Er no, because when, when I found the email in my junk, telling me that it had been 
  dispatched, I only found that, pretty much on the day that it arrived 
K  Oh, right  
P04  [laughs] So I didn’t have time for any of that 
K  Do you think you would have done? Is that the kind of person that you are? 
P04  Well, no I’m not, really, I just kind of have a bit of blind faith that when you click that 
  button, something is going to happen at the other end 
K  Yeah 
P04  Something’s going to come. If it doesn’t come then that’s when I start thinking well, 
  what’s going on?...But I did think to myself, it would be interesting to see where it goes, 
  where does it travel, erm…and I think I was partly thinking that because I was doing this 
  design probe, and I thought that…if I’m going to do this, then I’m going to find out exactly 
  what’s going on…but I didn’t really have a chance to do any of that…[laughs] mainly 
  because I didn’t pay enough attention at the start [laughs] and also…because, because I 
  was busy basically…erm, and by the time it occurred, it was already at my mum and dads 
  place 
K  Did you get to see it in its packaging to see what it looked like? 
P04  Yeah, I did, because I…opened it at home 
K  Oh yes of course, because you put it away in the cupboard 
P04  Yeah…well they kind of, got it for me, and they were going to open it…erm, because I told 
  them that I’d designed this thing, and…erm…they were really keen to see it, but I said look, 
 524 
  you can’t open it until I’d been there with my dictophone and that kind of stuff, and 
  opened it…so they were quite intrigued about it and they asked me quite a lot of 
  questions…erm, so yeah, I saw it in its packaging 
K  What did you think of it? 
P04  Well, it seemed…erm…well, it was just a white, hang on I took a photo…well I was 
  expecting it to be in a box or some kind of branded packaging, to kind of reinforce the 
  experience, so I was expecting that inside here, there would maybe some kind of Timbuk2 
  wrapping, or like, you know, like a polythene container…erm, but there was nothing, you 
  just opened it up, and there was the bag…erm…which…yeah, it didn’t make me think ah 
  this is it, but you know as soon as I saw it it was like oh wow this is it…but I did expect the 
  packaging to be a bit…more brand orientated…and to be kind of…like the customised 
  experience that you’ve had from the start…erm…whereas it was just like anything you’d 
  get from amazon, or…erm, you know, just a general package basically 
K  Do you normally buy stuff online? Products, or clothing 
P04  I don’t really buy, clothes online…because I…I like the tangibility of the shop, where you 
  can pick it up and try it on, and look in the mirror…kind of, you know, that experience, 
  whereas clothes online…you’re, you’re never too sure…I’ve done a few things mainly for 
  designed t‐shirts you know where it’s about £5 or £10 a t‐shirt, so it’s not a big 
  investment, and erm, you know, I can spend time there mucking about with logos, and 
  putting them on like…but generally I just buy electronics, memory…the kind of boring 
  stuff…that you know, it doesn’t matter what you get 
K  Do you think this has changed how you would feel about buying stuff online? Because 
  you’re happy with… 
P04  Well actually, I went on…after that, I got this online  
K  Ah yeah, I saw you had a picture of that 
P04  Yeah, that was kind of fuelled from this, because I think it was on the FREITAG website, I 
  saw you could…you couldn’t customise your own, but they had the iPod cases that were 
  all made from stuff like that, and it was like wow they look really cool…and erm, my 
  girlfriend didn’t know that I’d done this for her, but she wanted to get something for me 
  for my birthday I think it was, and I said oh I’ve been looking at iPod things, so there we 
  both spent quite a lot of time hunting around from different shops, online, looking for 
  iPod cases…and then I found this one, and kind of, bought that through an online 
  shop …erm…which, I wouldn’t have done that before, in fact the reason I was getting an 
  iPod one was that she bought me one from a shop, er…at Chrsitmas, and it didn’t fit…the 
  iPod at all…so I kind of…it just looked a bit generic and boring basically, erm, purely 
  because I’d seen these things that all looked quite cool, so I thought let’s have a look, so 
  that was quite nice, because we both sat down together, we were both, both looking at 
  these things, and you, you can’t customise it but you can see it from all the angles, you 
  could try out the colours that they have on offer…and that was like, a direct result of, of 
  this…so 
K  What do you think it would be like to customise a bag with somebody? 
P04  With somebody!...with me it would be a right pain in the arse [laughs] 
K  [laughs] 
P04  Erm, but I can imagine if you were doing it for someone, if the two of you were doing it, 
  you know my mum and I trying to do one for my dad or something…that could be quite a 
  good experience…but I...think it depends on the individuals 
K  Yeah. I had one probe participant who sat down with someone to design her trainers, and 
  she used it to reaffirm her decision‐making 
P04  Yeah, ok, yeah 
K  But I guess you like to do it on your own because you’re the kind of person who knows 
  what he wants.  
 525 
P04  Yeah, I think some people would really like it, I can imagine, erm…kind of, my girlfriend 
  and her friends sitting down designing one for another one of their friends, for their 
  birthday or something…because they could all do it together, it would be like that group 
  thing, erm…but for me personally, I would always rather do it myself…that’s because I 
  always have an idea of something, and then I, then I, do that and even though I listen to 
  other peoples advice…erm, I 
K  You still know what you want 
P04  [laughs] pretty much. But you know, sometimes some of that advice will, will bring about 
  a really good idea, so it’s like I’ll try and use that…but I generally prefer to take that, and 
  then do the evaluation myself, and, er…ok I might use that or I might not, whereas if 
  someone else was there saying oh I really want an orange stripe here…if I didn’t want that 
  I would be happy kind of…you know, if I’m parting with the money at the end of the day 
K  Yeah. Were you at all nervous about paying for it, considering you didn’t know the brand 
  or the website? 
P04  Yeah, I was a bit, yeah, erm, yeah, because I don’t normally do much online, I stick to the 
  big ones, that I know, erm…I was a bit dubious, especially as you had to tick that box 
  saying no, no refunds…and I didn’t know the brand…I wasn’t too worried about, not, 
  about losing the money, because I’m quite confident that you, you can always get your 
  money back on these websites, erm, and in fact I’ve had experiences even on ebay where, 
  I’ve been ripped off, and people say oh you’re never going to get your money back…well 
  I’ve always managed to, it’s happened to me twice, and I’ve always got the money 
  back…erm so I wasn’t worried about losing the money, I was more worried about how the 
  end product would be, and whether it was value for money…erm…and that was the thing 
  that was of most concern to me 
K  Would you say looking at it now that it’s value for money? 
P04   In total…I don’t think it is…erm…I think…it was the extra £25 of the import tax and stuff 
  that just pushed it out of my kind of like, ok I feel satisfied with that…I do really like it, and 
  mainly because it’s a probe, I know I’ll be getting some of that money back…erm…then it’s 
  value for money…but if I was going to go back and do it again I’d look more carefully at 
  the import charges, and I’d, I’d work out exactly whether, whether I thought it would be 
  value for money. I imagine on some of the bigger bags, they had some really nice er 
  laptop ones that you could design, erm…and them, although you pay more, now I know 
  about the tax on top of that it probably works out more value for money…the bigger you 
  go, the more value you get I think…erm…but yeah, on a face value yes or no value for 
  money, I’d go with a no…but I am really happy with their product, and I think if my 
  girlfriend wouldn’t have liked it, it would have been a different story, and I would have 
  been quite upset that I had spent that money on it, of going through the process of 
  designing it, and then it’s going to just sit in the wardrobe…erm, because she likes it, it 
  makes me feel good about it, and therefore…I’m not really concerned about the extra bit 
  that I had to pay 
K  Good…In terms of the probe…how did you find having to monitor what you were doing, 
  and recording things as you went along? 
P04  Erm… 
K  I don’t mind you saying things that you think didn’t work 
P04  No…initially…I was really excited about using the probe…partly because of the course that 
  I was doing…and I was just finding out about these different ways to research people, and 
  how, you know, you can kind of use technology…erm, and that was why I kind of 
  volunteered for it…and because of that I wanted to wait until I knew that I could give it  
  my all, and so erm I’d sat there and I’d looked through all of the different bits of the probe, 
  and thought alright, ok…it looked really really nice, so it was like oh, ok…I wanted to give
  this, give this my all…so I kind of waited and waited and waited…and then it kind of 
  dawned on me that…I’m never going to have time when I can really sit down, and really 
 526 
  labour over every aspect of it…so I kind of just launched into it…erm, the time, when I was, 
  er looking at the sites and designing the bag…then filling out the diaries and stuff was fine, 
  because I was doing it while, or pretty much straight after I’d done it…erm, but then the 
  time in between when you would…just waiting, erm…especially when I realised it wasn’t 
  going to come when I thought it was going to come…erm ten I was just, I kind of…I 
  wanted to be interested, and I could see it sat there in my office…and I could kind of…but 
  it always just sat there [laughs]…I was aware of it, but it always stayed kind of 4 or 5 on 
  the priority list behind everything else just kind of ticked off and got moved above it. But 
  then once I got the package and picked up the bag and I had it, then I was kind of, I 
  cleared everything off, and got really got excited about it, and I was really keen to 
  photograph it, and writing down, so it was, when it was at the forefront of my attention, 
  the product, the probe was as well, but as the kind of, the product slipped to the back of 
  my mind, so did the probe 
K  That is one of the challenges, to get people to monitor the times when nothing is really 
  happening and to stop people not filling in anything because nothing appears to be 
  happening  
P04  I mean it’s hard as well, because I, you had the scales, you know, of how are you feeling 
  on a kind of excitement level and stuff…and it’s had to gauge that when nothings 
  happening, because…some days I might be quite excited because something else had 
  happened to make me feel excited, but when I thought about it in relation to this product, 
  I kind of had almost a…not a numb feeling, but almost a yeah well, it’s going to turn 
  up…and you know, it wasn’t a daily thing, like oh I wonder what it’s going to be like, 
  again…erm it was just a kind of, ok I’m waiting, that was the feeling 
K  Yeah that’s interesting 
P04  But yeah, like I say, when it came, then going back to these star ratings, and trying to…you 
  know, ok now I’m really excited…again I think maybe up to one or two days afterwards, I 
  was still really excited about having got the product, but then because I was also packing 
  to try and sort out going to Holland, it dropped pretty much right down [laughs] and as 
  soon as I, kind of packaged it up and put it in the back of my wardrobe to hide it from my 
  girlfriend, then it, pretty much kind of escaped my mind. There was always a thought that 
  like, in 2 weeks, it’s going to come back out and she’s going to open it…erm, and that 
  made me feel excited, about her response…but I kind of, because I had a lot of other stuff 
  on, it just kind of, fell to the back really 
K  Because no researchers have actually done any research in this area beyond sitting at the 
  website designing the product 
P04  Right 
K  So, finding ways to get insights into that experience…without…manipulating it too 
  much…but at the same time being there to get the information is challenging 
P04  Yeah…I guess…I guess it’s erm, when you…if you walk into a shop and buy a t‐shirt of 
  something or a pair of jeans, then you’ve got that excitement of looking at them, trying it 
  on, it’s all very nice, take them home…and you wear them, maybe for the next 2 weeks or 
  something…pretty much all the time…and then slowly, you’ll, you’ll like it and it’ll still be 
  one of your favourite items of clothing, but then it’ll diminish its, erm, domination of your 
  wardrobe…but with this, because it’s a present for someone as well…once you’ve given it 
  to someone…my girlfriend…she wore it on that day to school, and she’s taken it to school 
  every day since then [laughs] she’s a teacher by the way, just for the record [laughs] 
K  [laughs] 
P04  Erm, but she really likes it, and she liked talking to people about it…and it was almost as if 
  I would have bought something for myself…I would have done that initially, but because I 
  kind of handed it over…and then, that experience for me, it kind of ended then 
K  I’m just having a look at your photos [rustling sounds], I quite like this one that I 
  saw…made in San Francisco 
 527 
P04  Yeah, I really liked that one, it made me think, I don’t know why, it made me think oh 
  cool…it’s like, handmade in San Francisco, it’s just…it sounds better than stitched together 
  in China by some small children [laughs]…it gives you that kind of authenticity…erm, and I, 
  I really liked that, that’s why I took a photo of it…and that kind of backed up my feeling of 
  oh I’ve made the right decision here…erm, because it looks really well made, and it felt 
  really nice 
K  It was interesting that when you were talking whilst you designed it, you were talking 
  about trying to match up the grey colours  
P04  I was yeah…and funnily enough…they didn’t have, a, erm, this grey colour...for this 
  logo…which again, because I’m design orientated, kind of frustrated me, because I 
  wanted to have that kind of symmetry, you know that kind of…that was important, you 
  know…so I kind of had to get a best fit, so that it silver, and it looks kind of white in 
  sunlight 
K  It’s still a good combination, but it’s a strange thing for them to do, you would think they 
  would match up the colours. 
P04  Yeah, you would, and some of the colours did match up, I think, you know…if you chose 
  the black or the orange, then you could get it to match up, but there were a few of them 
  that were missing 
K  Right 
P04   It…clearly…it didn’t stop me from doing it at the end, because I knew that I really wanted 
  these colours…erm…and although that it quite a prominent feature on there…I believed 
  that I could select a colour that would fit for both of them…and this inside bit…I really 
  really like this…because it wasn’t all that clear on the website that you could get all that 
  stuff in there…erm, and that was kind of an added extra for me, because I think I said, she 
  loves all these pockets where you can lose stuff, and…all these secret little bits 
K  Yeah 
P04  So that was a real kind of like, oh wow, this is, it made me kind of like it even more…it was 
  like, above and beyond what I was expecting 
K  What was it on the packaging? It looks like a…map?...do you remember? 
P04  No…I think…it was just one half way kind of bluey, where they had the…oh no, that was 
  this…it might be…I’ve still got the packaging at home…I think it might just be the other 
  side of the packet…? Ah yeah, and my Wii, I’ll miss that in Holland [laughs] 
K  [laughs] So, are you the kind of person that buys all the latest technology as it comes out? 
P04  No…well…I like to think that I might be, but I’m not really, mainly because over the last 
  few years I’ve not had enough money to do that…because I’ve been travelling and saving 
  for other stuff…erm…but I keep up to date with what’s coming out…but the Wii for 
  instance, that’s been around for a couple of years…and I only got my own one at 
  Christmas…so…I’ve played on different peoples…and again, that’s …partly because I was 
  away and out of the country for a whole year, and…leading up to there, I didn’t have 
  much money, like my iPod is…it’s not a particularly new one, but my brother bought that 
  for me as a present…and I’d seen them, and though that’s quite cool, I’d quite like 
  that…just like now, I’ve seen the iPad, and I think that’d be quite nice to have one of 
  those…but…I wouldn’t say I’m one of these people who has to have it…I mean, I have 
  friends who are, who are those people…but I’m definitely not them [laughs] 
K  [rustling sounds] I see you’ve started on this [looking at the sticker chart]. Do you have 
  any comments on this and how it worked? 
P04  Well, when I started, I saw the stickers and I thought this looked really cool, and I didn’t 
  really know what I was going to do with them…but I thought, ok, they look good…and erm, 
  because the communication with the company was so short, I think, erm, to do it on the 
  day we bought it, then whenever you got communication you do another one, then the 
  mail I received there was the only impression I had. And then once I…I don’t know why, 
  but I didn’t actually think about doing it once I’d received the bag…I think because I picked 
 528 
  it up from my mum and dad, and I hadn’t actually had it delivered from the 
  company…erm…I just, it didn’t occur to me to do that, because it wasn’t communication 
  with the company…that had kind of been finished and done…and when I received the 
  email saying how are you feeling about your product, because I didn’t have the products, I 
  didn’t fill it in, but this was the one bit that I felt a bit guilty about handing back [laughs] 
K  [laughs] no, no 
P04  It’s just that I didn’t really have much communication with the company…erm 
K  But even that in itself is a useful insight, to help think about different ways to do this    
P04  Yeah, and I…I think maybe partly why I think I expected more communication from the 
  company…because I had two whole sticker books  
K  [laughs] 
P04  [laughs] and all this space...and I was kind of thinking oh that’s really cool, but it never 
  really came about either…and then I forgot about it 
K  I was trying to create a neutral activity that could work for any company, for example if 
  you had ordered from PUMA you might have had to wait for 8 weeks, so you might have 
  gone back to the website, or the shop 
P04  Yeah 
K  I think Timbuk2 is abut the shortest delivery period of any of them [laughs] 
P04  [laughs] Right…so I’d seen the PUMA, and I did go through and design myself a couple of 
  different pairs of shoes, and it said something like 6‐8 weeks, and you can come online 
  and see how it’s going…erm, and I guessed I’d envisaged more of that happening with this, 
  erm, but almost the experience of waiting for it was over before I realised it had 
  begun…because it went into the junk mail, because it was quick…and the stickers 
K  What did the stickers mean, do you remember? Because it’s interesting to see how 
  people use images as well to communicate something 
P04  Yeah…here I think I …I was just a bit annoyed, I think this is where I found out that it 
  wasn’t going to be here quite as soon as I thought it was…but equally, I was quite happy 
  because I’d just ordered it, and I was trying not to let this fact ruin my overall 
  experience…erm…and I can’t, I think, I think I kind of decided like this was a neutral colour 
  palette…so there wasn’t anything too extreme, there wasn’t anything black, or too…too 
  depressing on there, so the balance of these two, I was just kind of trying to show I’d 
  done it, I was a little bit annoyed that it wasn’t going to be quite how I thought it was 
  going to be, but anyway it was good, and erm…and yeah…I think this was when I found 
  out that it was gonna…er, no I hadn’t found out about the charges my dad paid for it...but 
  I think I was happy that it had been dispatched, and I thought this was quite a cool image, 
  and I thought that yeah, that’s good…but I do remember feeling a bit kind of, what’s the 
  word I’m looking for, a bit nonchalant, or kind of like it’s a shame that I have to dig around 
  in my junk mail to find it…you know, this thing that I’ve laboured over is finally going to be 
  dispatched…yeah…but it was quite hard to pick out the images because it’s quite hard to 
  put the moods into pictures 
K  I was going to ask you that 
P04  Yeah, I’ve tried to do that with design projects before…and you kind of ask people to look 
  at a set of pictures and give them a word, and you ask people to choose a picture that 
  best represents that word…and…it’s the first time I’ve been on the receiving end of 
  that…and it is quite an awkward thing to do, because you have like a few emotions, but 
  one picture, if people pick up on that image, can really dictate the whole experience…but 
  it’s not, an experience isn’t like that, it’s made up of a whole lot of little things 
K  Exactly 
P04  Erm…so I...it’s probably good that it’s restricted to three, because otherwise I probably 
  could have given you like, an A3 sheet…because when you look at the picture as well, it 
  makes you think and it triggers other things off, erm…and it’s…it’s kind of hard, I found it 
  hard to keep everything back to my experience with the bag…because I think because it’s 
 529 
  pinned to a lot of other things…like my perceived understanding of my girlfriend, and 
  what she would like, what I thought she’d like, how I was feeling about the websites, and 
  all these other things…what else have I bought her in the past, and erm, how did that 
  make her feel, what websites have I used in the past and how did that make me feel…and 
  I had all those, kind of feelings when I was thinking about this bag, erm…so yeah , it was  
  quite hard just to pick out maybe three, because I thought that maybe you could look at 
  that…and maybe think…well the yodel feeling is maybe, well, is maybe just a bit sad about 
  the whole process, or a bit, depressed about it, but no that was just a tiny part 
K  Yes 
P04  And there was a big part that was really happy, that, you know I’d been through it and 
  would hopefully get the bag I wanted 
K  The original pilot didn’t have any of this sticker stuff in it, and I was finding that when 
  people were filling in the diary during the week, they would write nothing is happening, 
  so I wouldn’t get any feedback at all, and they wouldn’t always communicate how they 
  were feeling at certain times, and then couldn’t remember a feeling from 6 weeks ago 
  when asked, so this works as a kind of prompt to remind people how they might have 
  been feeling, because you make your own association with the images, so I don’t need to 
  work anything out from it 
P04  Yeah, that’s it 
K  because it reminds you of how you were feeling 
P04  Yeah…it does, because I can remember looking at that thinking, oh yeah, that’s pretty 
  cool, because it’s not…a directly angry image of really being annoyed at something, 
  because there’s still some comedy to it, because it’s a cartoon, but it’s a cartoon that, 
  that’s showing a bit of anger, and that’s how I felt basically…I just…it hadn’t soured the 
  experience, but I was just, just a bit annoyed because it hadn’t been exactly how I felt 
  about it 
K  Did you spend a lot of time picking the images? Because it’s really interesting that…the 
  maximum number of categories described is about 10, but almost everyone has used 
  exactly the same images 
P04  Really? Can I have a look again 
K  Yeah, I think everyone has used that set of 6 images. So I’m curious as to whether they’re 
  just the ones at the front of the book, or 
P04  No…I looked through, some of them are repeated…and things like, I think it’s about what 
  appeals to you as a person as well, but things like this, the Christmas one, I just didn’t 
  think was…relevant…some of them, like these kind of…these graphics…they just didn’t 
  really appeal to me personally, so I couldn’t attribute any feeling to them…whereas things 
  like this…I could kind of instantly attribute a feeling 
K  Yeah, your own associations 
P04  Yeah…erm 
K  I tried to pick a big mix of styles for that very reason, so in theory there would be 
  something that would appeal to people…but it’s an interesting one 
P04  Yeah…’cos some of them, when I went through, I thought like how, what, how am I ever 
  going to feel like this? I just couldn’t even picture ever using that 
K  Yeah 
P04  Erm…so I guess I was looking for things that I could, like, relate to in terms of feeling 
K  No that’s good, that’s just interesting that everyone’s used the same ones 
P04  And I did quite like these colour ones because they…they did give you a way of conveying 
  just a general mood, so whenever I think of [mumbles] I think of that colour as well, so 
  that gives you quite an easy way to do it…[rustling]…I was hoping to use more of these 
  ones, but because I didn’t have much communication …erm…and I didn’t create an 
  account or anything like that… 
K  Yeah, they’re not all going to be relevant for Timbuk2 
 530 
P04  Yeah…so I had kind of envisaged using more of these ones…in fact it was purely the email, 
  and that was it. I think in terms of use, it does all depend on the person and the 
  subject…and people that enjoy the kind of creative side, or analysing their creative side, 
  would really enjoy it…but I can imagine, other people, my dad for instance, he just 
  wouldn’t get it 
K  Yeah 
P04  He’s look at a picture of a dog, or surfing, and just think where’s my memory stick from 
  Amazon basically [laughs]…but maybe with a customised product, maybe you’ve already 
  got that market…because they’ve chosen a product they can customise, because they 
  think they’ve got some kind of…creative flair…so therefore their makeup might support 
  that kind of product 
K  Yeah… 
P04  I quite enjoyed these cards 
K  I liked the diagram of your life 
P04  [laughing] I know it’s sad, but I did a couple of different diagrams…because I’d never 
  thought, erm, I mean…a map of your life…and I quite liked the concept of it…so I did like, 
  2 or 3 on an A4 sheet, erm…this is where I spent my time [laughs] 
K  [laughs] 
P04  But I, I really liked the idea of doing that…I kind of…yeah, I enjoyed doing that  
K  Interesting…I think everyone put Apple as the brand 
P04  Yeah 
K  They are the most well know…and I’m quite impressed that you’ve swam with whale 
  sharks [laughs] 
P04  [laughs] yeah 
K  That’s a great fact to be able to tell about yourself 
P04  Yeah I had a lot, I’ve got a lot of good experiences I could put down for that one…but that 
  one really stuck out I think. I think, maybe…as well, ‘cos erm, this is for my girlfriend, and 
  we travelled together as well…and it was something I spent months trying to convince her 
  we should do…and she didn’t even swim before we went travelling, and I taught her how 
  to swim and everything 
K  Wow 
P04  Erm, and then we had to jump into 100‐200m deep worth of sea, and swim with these 6 
  or 7m fish, and it was quite a, quite a, it wasn’t just the experience of swimming with the 
  fish, it was the experience of doing it with her, knowing that I’d kind of helped getting her 
  to that stage…erm, so yeah that was really good 
K  So your round the world ticket 
P04  Yeah, that was the first time, I’ve done it twice…[laughs] 
K  [laughs] wow 
P04  Yeah, when I was 18, they bought me that, that was my birthday present, and then…when 
  I did it just recently, er…I bought that as a present for having done a lot of work 
  [laughs]…but yeah, that was definitely the best present, because that…I’d wanted to 
  travel for a while, and I’d worked when I was 16 in shops with people who were a bit 
  older, and they were just going off travelling, and I…I always wanted to do that…and 
  that’s kind of what, because I loved that experience so much, that’s what kind of fuelled 
  the rest of…my passion for travel I think 
K  When you picked your words for the company, had you got your product by then? 
P04  Er…I, I don’t think I did have it…no I did this just looking at the website…erm…yeah, so I 
  hadn’t seen the bag, but I had an impression of what it would be like, based upon, 
  er…looking at the different combinations you’d have…I think they have a, I think it’s 
  Timbuk2, they have er…a testimonials bit, or…some sort of comments from people, or 
  maybe it was this community thing you’re talking about, but just by reading those sort of 
 531 
  things I built up this impression in my mind…but I think that if I would have done that 
  after, I think I would have, would have done very similar words I think 
K  Yeah 
P04  …[rustling] What makes me different [laughs]…I always have to be right, and always want 
  to be involved…yep [mumbles] 
K  It’s interesting how you can build up a picture of somebody, it’s hard as I said to you at 
  the beginning ‘what are you like?’, but this helps me to glean insights into the kinds of 
  things you would buy, and the kinds of things that are important to the person 
P04  Yeah…I guess in some ways…I…these things are definitely true…and the things about 
  liking technology and stuff, they’re true as well, but…they’re maybe lived out to a lesser 
  extent…er…because I could keep up with technology, and…those kind of things through 
  the internet, by just reading about them, and stuff…and reading different news articles 
  and blogs and stuff…but these things, for me, you have to physically do them, to…to make 
  them happen, like you can’t talk to people to abut swimming with whale sharks, and 
  bungee jumping…if you haven’t actually done it 
K  Yeah 
P04  Erm…so I guess that’s what makes me different, that I like to go out there and experience 
  it…and then, then talk about it 
K  The last one, would you say that is still true having bought it  
P04  [mumbles, reading what he wrote for a probe activity]…partly…but I think, having gone 
  through it all as well…I think it’s the experience of doing it as well…because that gives you, 
  that gives the bag a story…erm…and when people say that’s a nice bag, you don’t just say 
  oh yeah I got it from this shop, you know, down the road…erm…you’ve got that whole 
  story that goes with it…and that makes, that makes you feel better about it…when I was 
  talking to…talking to people about what I bought my girlfriend, I didn’t just say…oh I got 
  her a bag from Topshop or something…I…I, had all this extra information about the 
  story…erm…and I think that’s why I would go and customise something again, because it 
  would…yes, the end product is a unique product…but you get these extra layers on top of 
  it…about the kind of experience that you’ve had, that makes our product feel more…more, 
  er special…and you put more value into it I think 
K  I think we’re done. That was excellent, thank you 
 
 
 
 
 


